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I.  Cover  Letter  and  Executive  Summary 


A.  Cover  Letter 

TEGSCO,  LLC,  commonly  known  as  "AutoRetum",  is  pleased  to  present  this  proposal  (the 
"Proposal")  to  the  City  of  Chicago  (the  "City")  to  enter  into  a  contract  (the  "Contract")  in  response  to 
the  Specification  Number  71969  Request  for  Proposals  to  Provide  Auto  Pound  Management,  Boot 
Release  and  Tow,  and  Related  Towing  Services  (the  "RFP"). 


a.  AutoReturn  Company  Background 

AutoRetum,  a  full-service  towing  management  company,  uniquely  qualified  to  perform  the  services 
described  in  the  RFP,  has  been  in  existence  since  May  9,  2002.  The  Company  brings  operational 
expertise,  industry  leading  technology  solutions  and  professional  towing  management  to  our  municipal 
partners.  AutoRetum  has  both  the  technical  capabilities  required  to  create  the  efficiencies  the  City 
requires  as  well  as  extensive  operational  experience  managing  large  scale  municipal  towing  operations 
to  meet  and  exceed  the  service  levels  required  by  the  City  of  Chicago. 

Our  proposal  clearly  demonstrates  that  AutoRetum  meets  or  exceeds  the  RFP  requirements  in  every 
area.  We  offer  experience  and  distinct  advantages  to  the  City  that  our  competitors  cannot  match. 

These  include  experience  in: 

■  Performing  the  towing  management  services  for  San  Francisco,  a  municipality  of  similar  scope, 

■  Working  with  a  disparate  set  of  towing  subcontractors  to  create  a  seamless  towing  network 
functioning  at  the  high  service  levels  required  by  the  City,  and 

■  Minimizing  police  department  effort  required  to  oversee  the  towing  operation  while  measurably 
increasing  departmental  oversight  and  control. 


b.  Key  Personnel 

In  addition  to  the  world-class  technologies  and  processes  AutoRetum  has  to  offer,  the  Company  brings 
a  management  team  with  unmatched  technical  and  operational  expertise  to  the  City  of  Chicago. 

Brief  background  summaries  of  each  of  the  key  members  of  the  AutoRetum  management  team  that 
will  be  vital  to  the  operational  transition  in  Chicago  are  provided  below.  Resumes  for  these  team 
members  can  be  found  in  Appendix  E:  Key  Personnel  Resumes.  In  addition  to  the  key  personnel 
listed  below,  upon  Contract  award,  AutoRetum  will  hire  and  develop  a  highly  skilled  team  of  local 
managers  to  run  the  daily  operations. 
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John  Wicker -  CEO  and  Co-founder 


Mr.  Wicker  has  over  20  years  of  business  management  experience.  Mr. 
Wicker  heads  AutoRetum,  the  leading  municipal  towing  management  and 
logistics  company.  Prior  to  AutoRetum,  Mr.  Wicker  was  a  Vice  President  at 
Redleaf  Ventures,  an  early  stage  technology  venture  capital  firm.  Prior  to 
Redleaf,  Mr.  Wicker  led  market  expansion  efforts  for  Viant,  a  public 
technology  services  company  acquired  by  IBM.  Mr.  Wicker  led  the  Internet 
consulting  division  at  Informix  Software  after  starting  his  career  at  Price 
Waterhouse  assisting  Fortune  500  clients  improve  processes  and  systems. 
Mr.  Wicker  has  a  BS  in  Computer  Science  from  Virginia  Tech. 


John  Pendleton  -  CTO  and  Co-fo  under 

Mr.  Pendleton  is  responsible  for  the  technology  infrastructure  required  to 
support  AutoRetum’ s  operations,  including  interfaces  between  municipal 
systems  and  AutoRetum  systems.  Mr.  Pendleton  has  over  20  years  of 
experience  in  information  technology  and  management  consulting.  Prior  to 
AutoRetum  Mr.  Pendleton  was  Regional  Director  of  Customer  Management 
Solutions  for  Cambridge  Technology  Partners  (CTP),  Inc.  During  his  tenure 
at  CTP,  the  company  played  a  market-defining  role  in  the  rapidly  expanding 
market  of  Customer  Relationship  Management  systems.  Mr.  Pendleton 
managed  a  staff  that  was  responsible  for  building  customer-facing  systems 
for  companies  in  the  high-tech,  software,  telecommunications,  and  financial 
services  industries.  Prior  to  CTP,  Mr.  Pendleton  began  his  career  at 
American  Management  Systems  developing  and  deploying  local  and  state  government  financial  and 
accounting  computer  applications.  Mr.  Pendleton  holds  an  MBA  from  the  University  of  California  at 
Berkeley  and  a  BS  in  Systems  Engineering  from  the  University  of  Virginia. 


Ray  Krouse  -  CFO  and  Co-founder 


Mr.  Krouse  is  responsible  for  the  accurate  management  of  AutoRetum’ s 
financial  systems,  including  fee  tracking,  subcontractor  payments,  and 
billings.  He  oversees  the  administrative  aspects  of  contracts,  including 
contract  service  level  agreement  compliance  and  many  other  administrative 
functions.  Prior  to  AutoRetum,  Mr.  Krouse  was  the  Senior  Director  of 
Infrastructure  and  Analysis  with  NBC  Internet.  Prior  to  NBC  Internet,  Mr. 
Krouse  was  the  Chief  Financial  Officer  of  San  Francisco  based  Flyswat,  Inc. 
where  he  was  responsible  for  finance,  accounting,  and  business  planning. 
While  at  Flyswat,  Mr.  Krouse  led  the  effort  to  raise  $4.4  million  in  equity 
financing  and  $4  million  in  non-equity  financing  and  later  orchestrated 
Flyswat’ s  sale  for  $120  million  to  NBC  Internet.  Previously,  Mr.  Krouse 
spent  four  years  with  Coopers  and  Lybrand  as  a  senior  associate  in  their  audit  division.  Mr.  Krouse  is  a 
CPA,  holds  an  MBA  from  the  University  of  Chicago,  and  received  his  BS  in  Accounting  from  the 
University  of  Maryland. 
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Donovan  Fa  Hard  -VP  and  General  M (maser 


Mr.  Fullard  has  19  years  of  vehicle  storage  and  disposal  experience  and 
currently  oversees  AutoRetum’s  operation  in  San  Francisco.  In  addition  to 
his  management  responsibilities,  Mr.  Fullard  is  the  primary  liaison  between 
AutoRetum,  the  San  Francisco  Police  Department  and  the  Department  of 
Traffic.  Previously,  Mr.  Fullard  was  responsible  for  AutoRetum’s  storage 
and  disposal  operations.  Prior  to  AutoRetum,  Mr.  Fullard  was  the  general 
manger  for  the  largest  storage  and  auction  facility  for  Copart,  the  leader  in 
insurance  salvage  auto  auctions.  Mr.  Fullard  brings  his  lot  and  vehicle 
management  expertise  and  strong  managerial  skills  to  ensure  all  vehicles  are 
efficiently  and  safely  tracked,  maintained,  and  disposed  of  properly. 


Dan  Scanlan  -  VP  of  Dispatch*  Towing  and  Quality  Assurance 

Mr.  Scanlan  oversees  all  dispatch,  towing  and  quality  assurance  operations. 
Mr.  Scanlan  was  an  employee  of  the  California  State  Automobile 
Association  (“CSAA”)  for  over  20  years.  CSAA  is  the  top-rated  regional 
club  within  the  Automotive  Association  of  America’s  (“AAA”)  national 
federation.  Mr.  Scanlan  managed  emergency  roadside  operations  for  San 
Francisco  and  Marin  Counties  for  CSAA  from  1998  until  his  move  to 
TEGSCO  in  2003.  His  responsibilities  included  dispatch  management, 
subcontractor  selection  and  management,  and  assorted  general  management 
responsibilities.  Mr.  Scanlan  has  leveraged  his  industry  experience  from 
CSAA  to  implement  a  highly  efficient  towing  subcontractor  network  for 
AutoRetum.  At  the  very  beginning  of  his  career,  Mr.  Scanlan  served  as  a 
mechanic  at  several  different  automotive  repair  facilities  and  dealerships.  Mr.  Scanlan  earned  his  BS 
in  Automotive  Technologies  from  Oregon  Institute  of  Technology,  during  which  time  he  worked  as  a 
tow  truck  operator  to  fund  his  way  through  school. 


Sarah  Figueroa  -  Human  Resources  Manager 


Ms.  Figueroa  is  responsible  for  all  aspects  of  AutoRetum’s  human 
resources.  Ms.  Figueroa  has  over  nine  years  of  human  resources 
experience.  She  holds  a  MBA  in  Human  Resources  Management  from 
Golden  Gate  University  and  a  BS  in  Business  Management.  Prior  to 
AutoRetum,  Ms.  Figueroa  worked  for  The  Fanfare  Group  in  Mountain 
View,  CA  managing  recruiting,  benefits,  new  hires  and  coordination  of 
European  expansion.  Ms.  Figueroa  is  a  professional  with  experience 
working  in  fast-paced  environments  that  demand  strong  organizational, 
technical  and  interpersonal  skills.  Ms.  Figueroa  is  fluent  in  English  and 
Spanish,  spoken  and  written. 
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c.  Legal  Name  and  Headquarters 

TEGSCO,  LLC  (commonly  known  as  AutoRetum) 
945  Bryant  Street,  Suite  350 
San  Francisco,  California  94103 
415.575.2340 


d.  Authority  to  do  business  in  Illinois 

AutoRetum  is  a  limited  liability  corporation,  organized  in  the  state  of  California,  with  the  authority  to 
do  business  in  Illinois.  Please  see  Appendix  S:  Business  Licenses  for  copies  of  all  applicable 
licenses  and  certifications. 


e.  AutoReturn  Principals 

John  B.  Wicker 
Chief  Executive  Officer 
2666  Greenwich  Street 
San  Francisco,  CA  94123 
415.987.1966 
jwicker@autoretum.com 


Raymond  E.  Krouse 
Chief  Financial  Officer 
6801  Capri  Place 
Bethesda,  MD  20817 
415.215.8457 
rkrouse@autoretum.con 


John  E.  Pendleton 
Chief  Technology  Officer 
2758  Harrison  Street 
San  Francisco,  CA  941 10 
415.999.7021 

jpendleton@autoretum.com 


f.  Principal  Contact 

John  B.  Wicker 
Chief  Executive  Officer 
945  Bryant  Street,  Suite  350 
San  Francisco,  California  94103 
jwicker@autoretum.com 
t:  415.575.2355 
f:  415.575.2375 
m:  415.987.1966 
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g.  MBE/WBE  Commitment 

AutoRetum  is  committed  to  meeting  the  MBE  and  WBE  goals  for  this  contract.  If  awarded  the 
Contract,  AutoRetum  will  direct  at  least  25%  of  the  contract  value  to  MBE  subcontractors  and  5%  to 
WBE  subcontractors. 

AutoRetum  has  a  proven  track  record  of  meeting  MWBE  goals,  exceeding  the  MWBE  goals  for  its 
San  Francisco  contract  by  47%.  AutoRetum  directed  $3,394,483  to  certified  MWBE  subcontractors  in 
2008  alone. 


For  more  information,  please  refer  to  Appendix  R:  MBE/WBE  Supporting  Documents. 


h.  Any  Objection  to  Terms 

AutoRetum  has  no  objections  or  comments  in  response  to  the  City’s  Standard  Terms  and  Conditions 
containing  some  of  the  terms  that  the  City  requires  as  stipulated  in  Exhibit  8  of  this  RFP. 


i.  Acknowledge  Receipt  of  Addenda 

The  Company  acknowledges  receipt  of  the  following  addenda  issued  by  the  City: 

■  Addendum  1 :  April  3,  2009 

B.  Executive  Summary 

AutoRetum  utilizes  world-class  technology  solutions  to  revolutionize  the  municipal  towing  process 
from  dispatch  through  final  disposition  of  each  vehicle.  The  Company  presents  a  natural  next  step  for 
the  City  of  Chicago,  which  continues  to  earn  accolades  for  choosing  innovative  high  tech  systems  to 
markedly  improve  legacy  services  in  areas  such  as  police  surveillance,  parking  ticket  systems  and 
high-rise  building  safety.  AutoRetum’s  efficiencies  combined  with  our  philosophy  of  being  a  good 
municipal  partner  result  in  significant  hard  and  soft  dollar  cost  savings  for  the  City.  Please  see  Section 
I.B.f:  The  Most  Revenue  for  Chicago  and  Section  I.B.g:  More  Police  on  the  Streets  for  additional 
details. 


$1.6M estimated  additional  annual  revenue  to  the  City  via  AutoReturn’s  innovative  Revenue  Share  Model. 


a.  Proven  Towing  Management  and  Logistics  Experience 

AutoRetum  is  a  towing  management  and  logistics  company  with  direct  relevant  experience 
performing  the  services  that  Chicago  is  requesting  in  the  RFP. 

AutoRetum  does  not  have  other  core  businesses  that  could  result  in  clear  conflicts  of  interest  in  the 
execution  of  the  Contract. 
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With  AutoRetum,  the  City  will  gain  a  partner  it  can  trust,  with  distinct  advantages  to  the  City  in  areas 

our  competitors  cannot  match.  AutoRetum  has  direct  experience  in  the  following  critical  areas: 

■  Performing  towing  management  and  logistics  services  for  another  municipality  of  similar  size  and 
scope 

■  Providing  local  tow  operators  the  opportunity  to  perform  all  the  tows  required  under  the  Contract 

■  Managing  a  disparate  set  of  towing  subcontractors  to  form  a  seamless  towing  network  capable  of 
performing  the  number  of  tows  requested  by  the  City 

■  Providing  local  tow  operators  with  the  tools  (e.g.,  GPS  enabled  handsets  with  dispatch 
functionality,  training,  feedback)  to  perform  at  high  service  levels  allowing  AutoRetum  and  the 
City  to  monitor  results 

■  Providing  vehicle  owners  and  the  City  easy  access  to  pertinent  information  via  the  AutoRetum 
Integrated  Enterprise  System  (“ARIES”),  a  proven  comprehensive  system  fully  operational  on  a 
scale  similar  to  that  of  Chicago 

■  Processing  unclaimed  vehicles  on  a  large  scale  in  a  manner  that  is:  1)  environmentally  friendly, 
and  2)  without  conflicts  of  interest 

■  Decreasing  City  workload  in  many  areas,  including  measurably  decreasing  tow  response  and  CPD 
wait  times,  and  reducing  city  administrative  burden  while  increasing  oversight  and  control 

■  Continuously  evaluating  our  service  metrics,  implementing  enhancements  to  improve  service,  and 
conducting  structured  quality  review  meetings  with  municipalities 


This  proposal  will  provide  insight  into  AutoRetum's  robust  capabilities  and  how  it  is  the  right  solution 
for  Chicago. 


b.  Unmatched  Experience  Improving  Service  Levels 

AutoRetum  has  experience  improving  service  levels  for  all  three  of  the  main  stakeholders  in  the 
towing  process:  vehicle  owners,  towing  subcontractors,  and  the  City. 


1.  A  Better  Customer  Service  Experience  for_  Chicago  Residents  and  Visitors 

Nobody  enjoys  having  a  vehicle  towed.  It  should  not  be  a  hassle  to  get  it  back.  AutoRetum  has 
proven  its  ability  to  make  the  process  as  painless  as  possible,  providing  vehicle  owners  with 
immediate  access  to  information  such  as  vehicle  status,  fees  owed  and  other  requirements  necessary  to 
obtain  vehicle  release.  Vehicle  owners  can  get  information  and  process  vehicle  release: 

■  In  person  at  any  AutoRetum  impound  facility, 

■  Via  phone,  or 

■  Via  the  Internet. 


AutoRetum’s  services  are  available  24  hours  a  day,  365  days  a  year.  AutoRetum  brings  its 
professional  claims  management  approach  along  with  a  proven  ability  to  nearly  eliminate  complaints 
to  the  City.  Customer  Service  is  supported  by  world  class  systems,  a  customized  Cisco  IP  based  call 
center,  proven  processes  and  training.  AutoRetum  brings  this  entire  proven  infrastructure  so  the  City 
will  not  have  to  climb  the  learning  curve  with  a  vendor  less  experienced  in  towing  management. 
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2.  Improved  Service  from  Local  Chicago-Based  lowing  Operators 

AutoRetum  has  proven  experience  managing  a  disparate  set  of  towing  subcontractors,  tracking  results 
and  providing  active  management.  AutoRetum  has  a  proven  ability  to  measurably  reduce  tow  tmck 
response  times.  By  deploying  technology  to  the  towing  subcontractors,  tracking  results  and  providing 
feedback,  AutoRetum  will  help  existing  localtowing  providers  increase  service  levels  to  the  City  and 
to  their  other  business  customers. 

3.  Benefit  to  the  City  -  Less  Effort.  -  Mote  Oversight  anti  Control 

AutoRetum’ s  experience  driving  customer  service  and  towing  subcontractor  service  translates  directly 
to  service  for  the  City.  With  AutoRetum,  the  City’s  involvement  is  significantly  reduced  while  much 
needed  oversight  and  control  of  this  important  City  function  is  increased. 


c.  Community  Involvement 

AutoRetum  is  dedicated  to  supporting  the  local  communities  in  which  we  operate.  In  addition  to 
promoting  local  economic  development  through  the  use  of  existing  small  business  subcontractors  and 
creating  a  number  of  locally-based  full  and  part-time  job  opportunities,  AutoRetum  strives  to  become 
involved  in  and  supportive  of  the  local  community  in  a  number  of  other  ways.  The  Company  follows 
a  generous  charitable  giving  program  focused  on  promoting  education,  supporting  the  endeavors  of 
local  public  servants  and  their  families,  as  well  as  a  handful  of  other  causes. 

In  Chicago,  AutoRetum  plans  to  support  education  and  youth  development  through  the  non-profit 
group  After  School  Matters.  Additionally,  the  Company  intends  to  support  the  officers  of  the  Chicago 
Police  Department  by  assisting  the  Chicago  Police  Memorial  Foundation  in  providing  support  and 
assistance  to  the  families  of  Chicago  Police  officers  who  have  been  killed  or  catastrophically  injured 
in  the  line  of  duty  and  the  Policeman ’s  Annuity  and  Benefit  Fund  of  Chicago  in  their  mission  to 
provide  retirement,  survivors  and  disability  benefits  to  the  City  of  Chicago  Police  officers. 

AutoRetum  looks  forward  to  becoming  a  productive  and  positive  member  of  the  Chicago  community. 


d.  Work  with  Local  Tow  Operators 

AutoRetum  is  unique  in  that  it  has  experience  creating  and  managing  a  towing  network  of  independent 
tow  operators  to  deliver  a  consistent  towing  experience.  We  will  use  local  Chicago-based  towing 
companies  as  the  core  of  the  AutoRetum  Towing  Network.  As  described  in  the  Proposal,  these  tow 
operators  will  be  provided  with  the  proven  tools,  technology  and  training  to  become  effective  and 
productive  members  of  the  AutoRetum  Towing  Network  -  performing  all  of  the  tows  required  under 
the  Contract. 


AutoRetum  does  not  own  a  single  tow  truck  and  therefore  will  not  compete  with  local  tow  operators. 
Local  Chicago-based  tow  operators  support  a  change  from  the  status  quo  to  AutoRetum. 
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AutoRetum  does  not  own  a  single  tow  truck.  A  towing  management  company  that  did  have  tow 
trucks  would  be  tempted  to  take  more  tows  or  just  "cherry  pick"  the  best  tows  (e.g„  the  closest,  the 
most  lucrative)  for  itself  raising  doubts  about  distributing  tows  fairly. 

AutoRetum  has  a  proven  track  record  of  managing  a  disparate  set  of  tow  subcontractors,  while 
meeting  MWBE  goals.  AutoRetum  exceeds  the  MWBE  goals  for  its  San  Francisco  contract  by  47%, 
directing  $3,394,483  to  certified  MWBE  subcontractors  in  2008  alone. 


e.  Proven  Ability  to  Take  Over  Large  Scale  Operations 

AutoRetum  has  a  proven  ability  to  take  over  large  scale  municipal  towing  operations  and  successfully 
transition  the  city  service  from  the  previous  contractor. 

In  March  of  2004  AutoRetum  assumed  overall  responsibility  for  the  towing,  storage,  customer  service 
and  unclaimed  vehicle  disposal  of  approximately  70,000  annual  tows  under  exclusive  contract  with  the 
City  and  County  of  San  Francisco. 

Before  2004,  San  Francisco's  towing  operation  was  plagued  by  the  problems  typical  of  the  industry: 

■  Lack  of  responsiveness  to  city  needs 

*  High  numbers  of  customer  complaints  to  the  city 

■  Large  numbers  of  claims  for  damage  or  loss  of 
personal  property  (resolved  only  with  legal  action 
by  individual  claimants) 

■  No  service  standards  by  which  to  hold  the 
contractor  accountable 

•  Too  much  involvement  by  city  staff  required  to  manage  the  process 

Allegations  of  the  dismantler-owned  contractor  defrauding  the  city,  state,  and  customers  of  money 
as  a  result  of  the  contractor's  business  practices 


After  winning  a  competitive  RFP  process  against 
the  previous  contractor  and  other  bidders, 
AutoRetum  began  to  change  the  status  quo 
immediately.  AutoRetum  immediately  reduced 
customer  complaints  from  10-to-20  per  month  to 
an  average  of  less  than  one  per  month. 
AutoRetum  measurably  improved  towing  response  times  through  the  creation  and  implementation  of 
proprietary  dispatch  technology  and  better  management  practices.  Additionally,  the  Company 
implemented  an  extensive  reporting  program  to  hold  AutoRetum  and  towing  subcontractors 
accountable  for  delivering  against  our  performance  promise.  What  had  been  a  very  public  failure  for 
San  Francisco  was  transformed  into  a  source  of  pride  and  confidence  for  the  City. 


“AutoRetum  improved  this  troubled  City  service 
into  one  that  is  efficiently  operated  and 
professionally  managed.  ” 

Steve  Bell,  Parking  Services  Manager 


“We  have  experienced  a  transformation  in  San 
Francisco  that  has  fundamentally  changed  the  way 
we  think  about  towing. " 

Willie  Brown,  Former  Mayor  of  San  Francisco, 
about  AutoRetum’ s  positive  impact 
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f.  The  Most  Revenue  for  Chicago 

Through  experience,  AutoRetum  knows  how  to  run  a  municipal  towing  operation  in  the  most  efficient 
way  possible.  AutoRetum's  significant  infrastructure  investment  means  AutoRetum  does  not  have  to 
"re-invent  the  wheel"  for  this  Contract.  This  efficiency  means  lower  costs  and  more  money  for  the 
City.  The  major  variables  other  than  costs  affecting  the  successful  bidder's  finances  are  the  following: 

■  Towing  volume 

■  Towing  rates 

■  The  price  received  for  selling  unclaimed  vehicles 


These  variables  are  somewhat  out  of  the  control  of  the  contractor.  When  these  numbers  go  up,  the 
towing  contractor  benefits  most  -  not  the  City.  As  a  good  municipal  partner,  AutoRetum  believes  that 
sharing  economic  upside  is  the  right  thing  to  do.  As  such,  AutoRetum  proposes  a  revenue  share 
model  to  maximize  money  to  the  City. 


The  AutoRetum  Revenue  Share  Model 


AutoRetum  will  work  with  the  City  during  Contract  negotiations  to  implement  a  simple,  easy-to- 
administer  revenue  share  model  that  is  based  on  four  steps: 

■  Step  one:  AutoRetum  earns  operating  profit  (“Proceeds”)  equal  to  7.5%  of  revenues 

■  Step  two:  The  City  receives  50%  of  all  Proceeds  until  AutoRetum  has  earned  cumulative 
operating  profits  equal  to  15%  of  revenues 

■  Step  three:  The  City  receives  67%  of  all  additional  Proceeds  until  AutoRetum  has  earned 
cumulative  operating  profits  equal  to  25%  of  revenue 

■  Step  four:  The  City  receives  100%  of  all  additional  Proceeds 


Estimated  Additional  Revenue  to  the  City  Through  AutoReturn’s  Innovative 
Revenue  Share  Model :  $1.6  million  Annually  -  The  Company  will  be  receiving 
payments  for  towing  and  administrative  charges  (“Payments”)  from  the  City.  The 
revenue  share  model  has  been  created  to  provide  a  significant  return  of  Payments  in  scenarios  where 
the  results  meet  the  expectations  from  the  RFP  and  return  even  greater  amounts  if  the  City’s  estimated 
activities  are  exceeded.  The  return  of  Payment  amounts  of  $1 .6  million  is  a  scenario  based  on  the  tow 
volume  estimate  provided  in  the  RFP  of  approximately  93,000  per  year  and  an  average  revenue  per 
tow  estimate  of  approximately  $200  per  vehicle  (amount  is  net  of  fees  paid  to  the  City  for  unclaimed 
vehicles).  The  Company  believes  the  $200  average  revenue  assumption  is  conservative  based  on  the 
current  disposal  market  and  the  towing  and  administrative  rates  proposed  by  the  Company.  The 
Company  is  flexible  in  determining  how  best  to  return  these  funds  to  the  City,  either  through  offsets  to 
the  payments  for  towing  and  administrative  charges  or  some  other  preferred  mechanism. 

See  Appendix  T:  Fee  Schedule  for  further  details  on  AutoRetum's  proposed  revenue  share  model. 
See  Section  VI.A.e:  Auto  Pound  Disposal  Plan  for  details  on  how  AutoRetum  will  maximize 
proceeds  from  unclaimed  vehicles  which  will  lead  to  the  maximum  amount  of  Payments  returned  to 
the  City. 

As  a  final  point  regarding  the  financial  impact  on  the  City,  implementing  the  Company’s  centralized 
towing  and  logistics  management  process  will  provide  all  the  intended  benefits  and  does  not  require 


$1.6  million 
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any  investment  on  the  part  of  the  City.  In  fact,  the  opposite  is  true.  The  deployment  of  AutoRetum’s 
proven  towing  management  infrastructure  will  enable  cost  savings  for  the  City  by  allowing  Chicago 
police  officers  and  civilian  staff  members  currently  deployed  to  towing  related  activities  to  be  re¬ 
deployed  to  higher  value  activities. 
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g.  More  Police  on  the  Streets 

With  the  help  of  our  innovative  technology  platform,  AutoRetum  has  a  proven  ability  to  reduce  tow 
truck  response  times  ten  minutes  or  more  for  dispatched  tows.  Decreased  tow  response  times  means 
Chicago  Police  Department  (“CPD”)  staff  in  the  field  will  spend  less  time  waiting  for  tow  trucks  to 
arrive,  and  more  time  patrolling  the  streets.  Reducing  response  times  by  1 0  minutes  on  average  would 
be  equivalent  to  adding  eight  full  time  police  officers  back  on  the  street.  This  is  a  community  and 
budgetary  benefit  thatshould  be  given  strong  consideration. 


h.  Executive  Summary  Conclusion 

Our  proposal  clearly  demonstrates  that  AutoRetum  meets  or  exceeds  the  RFP  requirements  in  every 

area.  We  offer  distinct  and  unique  advantages  to  the  City  that  our  competitors  cannot  match: 

■  Our  technology  and  management  inff  astructure,  and  our  experience  performing  the  exact  services 
that  the  City  is  requesting  in  the  RFP,  makes  our  technical  proposal  impossible  to  match.  The 
time  savings  the  CPD  will  realize  means  more  police  on  the  street.  The  service  improvements 
mean  virtual  elimination  of  complaints  to  the  City  and  better  quality  of  life  for  Chicago  residents 
and  visitors. 

■  Our  revenue  share  proposal  maximizes  revenue  to  the  City.  Whenever  economic  factors  improve 
it  is  the  City,  not  AutoRetum  that  receives  the  vast  majority  of  the  additional  proceeds  from 
operations. 


AutoRetum  will  contribute  to  Chicago  economic  development.  AutoRetum  will  support 
approximately  70  full  time  jobs  offering  professional  training,  incentives  and  competitive 
compensation  programs  that  meet  or  exceed  the  living  wage  guidelines. 

AutoRetum  is  the  leading  towing  management  and  logistics  company  that  can  provide  Chicago  with 
an  experienced  partner  it  can  trust.  We  look  forward  to  forging  a  strong  and  mutually  rewarding 
partnership  with  the  City  of  Chicago. 
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II.  Professional  Qualifications,  Specialized  Experience  of 
Respondent  and  Team  Members  Committed  to  this  Project 


i.  The  AutoReturn  Team 

AutoRetum  is  the  respondent  and  will  be  using  subcontractors  to  perform  duties  from  towing  of 
vehicles  to  lot  security.  AutoRetum  defines  a  subcontractor  that  performs  a  “significant  portion  of  the 
work”  as  one  which  performs  more  than  20%  of  the  total  contract  value  and  is  not  providing  a 
commodity  service.  As  such,  only  one  subcontractor  meets  this  qualification,  Pick-N-Pull  Auto 
Dismantlers  Chicago,  LLC  (“Pick-N-Pull”).  Pick-N-Pull  has  more  than  10  years  of  experience  in  the 
greater  Chicago  area  and  is  AutoRetum’ s  vehicle  recycler  designee.  AutoRetum  or  Pick-N-Pull  will 
purchase  unclaimed  vehicles  from  the  City  subject  to  the  amounts  documented  within  Appendix  T: 
Fee  Schedule. 

Proposal  Section  II,  Appendix  B:  Company  Profile,  Appendix  C:  Company  References, 
Appendix  S:  Business  Licenses  and  Appendix  A:  The  AutoReturn  Team  contain  additional 
information  regarding  our  subcontractor  Pick-N-Pull.  Proposal  Section  VI.A.b.4:  AutoReturn 
Towing  Network,  Appendix  A:  The  AutoReturn  Team  and  Appendix  R:  MBEAVBE 
Supporting  Documents  contain  more  information  on  the  remainder  of  the  AutoRetum  subcontractors. 


ii.  Merger  History 

AutoRetum  has  been  in  existence  since  2002  and  has  had  no  mergers  or  acquisitions  to  date.  Pick-N- 
Pull  has  been  in  existence  since  1997  and  has  had  no  mergers  or  acquisitions  to  date. 


A.  Company  Profile 

Please  see  Appendix  B:  Company  Profile  for  completed  company  profiles  for  AutoRetum  and  Pick- 
N-Pull,  as  requested  in  RFP  Exhibit  3. 


B.  Company  References  /  Client  Profile 

Please  see  Appendix  C:  Company  References  for  company  references/client  profiles  for  both 
AutoRetum  and  Pick-N-Pull,  as  requested  in  RFP  Exhibit  4. 


C.  Capacity  to  Perform  City  Project 

a.  AutoReturn  Capacity  to  Perform  City  Project 

AutoRetum  has  planned  and  built  a  corporate  infrastructure  that  enables  it  to  simultaneously  (1) 
maintain  operations  in  existing  municipalities;  (2)  propose  our  services  to  new  municipalities;  (3) 
negotiate  contracts  upon  award;  and  (4)  implement  our  services  during  transitions  periods.  The 
Company  performs  on-going  operations  through  its  operational  functional  groups  that  are,  and  will 
continue  to  be,  focused  on  specific  municipalities  with  transitional  and  on-going  support  from  the 
corporate  headquarters.  The  resources  available  from  our  Business  Development  team  allow  the 
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Company  to  complete  proposals  and  effectively  respond  to  opportunities,  like  this  RFP,  without 
impacting  our  existing  municipal  operations. 

Upon  award  of  the  Contract,  the  Company  will  immediately  identify  and  hire  a  General  Manager  from 
the  Chicago  area  who  will  support  the  Company’s  Director  of  Business  Development,  CFO  and  CEO 
during  contract  negotiations  and  the  transition  period  and  will  later  become  the  primary  manager  of 
AutoRetum’s  Chicago  operations. 

During  the  transition  period,  the  General  Manager  will  drive  the  implementation  of  the  new 
operations,  but  will  be  supported  by  the  AutoRetum  transition  team,  as  detailed  in  Proposal  Section 
III.  The  Company  has  developed  tools,  processes  and  procedures  to  ease  the  operational  transition 
from  the  existing  contractor.  Please  see  Appendix  F:  Roll-Out  Plan  for  a  more  detailed  discussion 
of  these  tools,  processes,  and  procedures. 

The  Company  has  existing  operations  in  San  Francisco  that  are  self-sustaining  and  will  not  have  any 
impact  on  the  Company’s  ability  to  complete  future  projects. 

The  Company  is  currently  in  the  final  stages  of  contract  negotiations  with  Baltimore  County, 

Maryland  and  expects  the  implementation  timeline  to  be  approximately  8  weeks  from  the  contract  start 
date.  The  Baltimore  County  project  should  not  have  any  impact  on  this  Contract. 

AutoRetum  has  also  been  awarded  a  contract  with  San  Diego,  California  that  is  in  the  early  stages  of 
negotiations.  It  is  unclear  what  the  timing  of  this  project  will  be,  but  as  described  above,  the  Company 
has  developed  an  infrastructure  to  enable  scalable  activities  through  all  necessary  project  functions 
simultaneously  across  multiple  municipal  operations. 

The  Company  performed  an  oral  presentation  as  a  finalist  for  a  project  for  the  New  York  City  Police 
Department  on  April  1st,  and  based  on  a  quick  timeline,  this  project,  if  we  are  selected,  would  result  in 
operations  beginning  and  being  completely  transitioned  to  a  New  York-based  operations  team  no  later 
than  July,  2009. 

The  Company  estimates  that  approximately  35%  of  the  services  under  this  Contract  will  be  performed 
utilizing  internal  workforce,  equipment  and  facilities,  leaving  65%  of  the  work  to  be  subcontracted, 
primarily  to  towing  subcontractors  and  third  party  security  forces.  The  Company  plans  to  have  a  total 
of  30%  of  the  Contract  services  performed  by  MBE/WBE  organizations  (25%  to  MBE  and  5%  to 
WBE). 


b.  Subcontractor  Capacity  to  Perform  City  Project 

Pick-N-Pull  has  no  current  or  future  projects  planned  at  this  time  that  could  interfere  with  performing 
its  subcontracting  responsibilities  under  the  Contract  on  behalf  of  AutoRetum. 


D.  Business  License  /  Authority  to  do  Business  in  Illinois 

The  Company  has  provided  copies  of  the  relevant  licenses  to  perform  the  services  as  described  in  the 
RFP  within  Appendix  S:  Business  Licenses.  This  appendix  provides  copies  of  all  relevant 
documentation  and  permits  to  perform  the  services  as  described  in  the  RFP,  including  evidence  that 
the  companies  are  authorized  by  the  Secretary  of  the  State  of  Illinois  to  do  business  in  Illinois  and  the 
licenses  required  under  Chapter  5  of  the  Illinois  Vehicle  Code.  AutoRetum  or  AutoRetum’s  vehicle 
recycler  designee  (Pick-N-Pull  Auto  Dismantlers  Chicago,  LLC)  will  purchase  unclaimed  vehicles 
from  the  City  subject  to  the  amounts  documented  within  Appendix  T:  Fee  Schedule. 
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III.  Professional  Qualifications,  Specialized  Experience  and 
Local  Availability  of  Key  Personnel 


In  addition  to  the  world-class  technologies  and  processes  AutoRetum  has  to  offer,  the  Company  brings 
a  transition  team  with  unmatched  technical  and  operational  expertise  to  the  City  of  Chicago. 

During  the  transition  period,  several  members  of  the  AutoRetum  management  team  will  be 
exclusively  dedicated  to  the  transition  of  the  Chicago  operations  and  building  the  local  team.  Any 
members  of  this  team  who  are  not  currently  based  in  Chicago  have  planned  to  commute  each  work 
week,  at  a  minimum,  as  needed  until  the  operations  have  been  fully  and  successfully  transitioned  to 
the  local  management  team  and  on  an  as-needed  basis  for  the  term  of  the  Contract. 

The  AutoRetum  Chicago  operations  will  be  supported  through  the  transition  period  and  beyond  by  the 
entire  AutoRetum  team.  The  Chicago  operations  will  have  all  of  the  resources  of  the  Company  at  its 
disposal. 

AutoRetum’ s  organizational  structure,  staffing  plans,  training  plans  and  job  descriptions  are  discussed 
and  fully  presented  in  this  Appendix  D:  Organizational  Plan.  AutoRetum’s  organization  plans 
demonstrate  that  AutoRetum  understands  the  staffing  requirements  of  the  Contract  -  at  every  level  of 
the  organization  —  and  that  the  Company  is  committed  to 'maintaining  staffing  levels  with  an 
appropriate  personnel  to  run  an  efficient,  responsive  and  customer-focused  organization  at  all  times. 


AutoRetum  Chicago  Management  Team 

AutoRetum’s  Chicago  operations  will  be  professionally  managed  by  capable  individuals  sourced  from 
the  Chicago  community.  Upon  Contract  award,  and  during  a  transition  period  prior  to  assuming 
towing  management  responsibilities,  the  Company  will  recmit,  hire,  and  provide  training  for  eleven 
(11)  full-time  management  team  roles  from  the  Chicago  community. 


General  Manager 

The  General  Manager  applies  the  basic  principles  of  personnel,  operations,  and  facilities  management 
along  with  municipal  towing  knowledge  to  all  aspects  of  the  day-to-day  operations.  The  General 
Manager  is  ultimately  responsible  for  overall  performance  of  the  Chicago  operations.  This  individual 
is  overseen  and  supported  by  the  AutoRetum  executive  management  based  in  San  Francisco.  In  turn, 
all  members  of  the  Chicago-based  management  team  report  into  the  General  Manager.  As  the  primary 
point  of  contact  for  the  City,  the  General  Manager  ensures  that  all  communications  with  City 
personnel  are  well-managed. 


Quality  Assurance  Manager  (Claims  Manager 1 

The  Quality  Assurance  Manager  has  overall  responsibility  for  the  prompt,  cost  effective  and  efficient 
examination,  investigation  and  resolution  of  all  claims.  This  individual  must  exercise  independent 
decision-making  skills  and  judgment.  The  Quality  Assurance  Manager  is  responsible  for  all  aspects  of 
the  claims  management  operations  including  the  supervision  of  the  Quality  Assurance  Administrator. 
As  the  ultimate  point  of  contact  for  the  administration  of  claims,  the  Quality  Assurance  Manager 
ensures  that  all  litigation  cases  are  handled  effectively  and  cost  efficiently  until  legal  settlements  has 
been  reached  or  judgment  has  been  awarded.  The  position  reports  into  the  General  Manager. 
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Customer  Service  and  Dispatch  Operations  Manager 

The  Customer  Service  and  Dispatch  (“CSD”)  Manager  provides  leadership  and  direction  to  the  CSD 
Representatives,  Shift  Supervisors,  and  Boot  Removal  Handlers.  This  team  will  collectively  support  a 
high  volume  of  walk-in  customers,  phones  calls,  and  other  requests  for  services  on  a  daily  basis.  The 
CSD  Operations  Manager  is  responsible  for  the  overall  quality  and  productivity  of  the  organization, 
including  achievement  of  all  assigned  service  level  metrics.  As  such,  this  role  has  responsibility  for 
defining  all  CDS  policies  and  procedures  and  ensuring  compliance  once  these  policies  and  procedures 
have  been  defined.  The  CSD  Operations  Manager  will  be  the  ultimate  escalation  point  for  all 
customer  service  issues  that  cannot  be  resolved  to  the  customer’s  satisfaction  by  other  members  of  the 
service  team.  The  position  reports  into  the  General  Manager. 


Towing  and  Storage  Operations  Manager 

The  Towing  and  Storage  Operations  Manager  is  responsible  for  the  weekly  vehicle  auctions,  shipping, 
receiving,  and  inventory  management  operations.  This  includes  all  aspects  of  the  lot  operations 
excluding  the  customer  service  and  dispatch  operations  overseen  by  the  Customer  Service  and 
Dispatch  Operations  Manager.  As  the  primary  owner  of  the  towing,  storage,  and  disposal  operations, 
the  Towing  and  Storage  Operations  Manager  has  the  ultimate  accountability  for  the  safe  and  efficient 
handling  of  all  vehicles  towed  and  impounded  by  AutoRetum.  The  position  reports  into  the  General 
Manager. 


Towing  and  Storage  Operations  Assistant  Manager 

The  Towing  and  Storage  Operations  Assistant  Manager  is  responsible  with  assisting  and  helping  run 
the  weekly  vehicle  auctions,  shipping,  receiving,  and  inventory  management.  The  Towing  and 
Storage  Operations  Assistant  Manager  acts  as  the  preliminary  back-up  to  the  Towing  and  Storage 
Operations  Manager  and  provides  the  active  supervision  and  training  of  all  of  the  lot  management 
personnel.  This  position  reports  into  the  Towing  and  Storage  Operations  Manager. 


Auto  Pound  /Lot  Manager 

AutoRetum  will  utilize  six  (6)  employees  as  Auto  Pound  /  Lot  Managers.  The  Auto  Pound  /  Lot 
Manager  is  responsible  for  storage  and  retrieval  of  vehicles  at  the  storage  lots  and  is  responsible  for 
the  day-to-day,  24  x7  operations  of  the  facilities.  The  Auto  Pound  /  Lot  Manager  is  the  lead  in 
ensuring  that  the  AutoRetum  storage  site  personnel  handle  vehicle  retrieval  and  disposition  of 
unclaimed  vehicles  in  an  appropriate  manner.  The  Auto  Pound  /  Lot  Manager  is  responsible  for 
managing  the  Pound  staff  and  ensuring  that  policies  and  procedures  are  being  followed  and  employee 
performance  is  as  expected  by  AutoRetum  standards.  This  positions  reports  into  the  Towing  and 
Storage  Operations  Assistant  Manager. 
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AutoRetum  Chicago  Operational  Team 

In  addition  to  management  positions,  AutoRetum  plans  to  hire  new  employees  to  fill  jobs  in  the 
following  areas.  Please  see  Appendix  D:  Organizational  Plan,  which  includes  detailed  discussion 
on  organizational  structure,  staffing  plan,  recruiting  process,  hiring  process  and  job  profiles. 

Projected  Management  and  Staff  Positions 


Functional  Area 

Location 

Title 

Quantity 

Administrative 

Lot  6 

Accounting  Analyst 

3 

Administrative 

Lot  6 

Administrative  Assistant  /  Data  Entry 

3 

Administrative 

Lots  6  &  3N 

General  Manager 

1 

Administrative 

Lot  6 

Human  Resources 

1 

Administrative 

Lot  6 

Systems  Network  and  Operations  Analyst 

1 

Administrative 

Lot  6 

Quality  Assurance  Manager  /  Administrator 
(Claims  Manager  &  Claims  Administrator) 

2 

Customer  Service  & 
Dispatch 

Lots  2  &  3S 

Customer  Service  and  Dispatch  Operations 
Manager 

1 

Customer  Service  & 
Dispatch 

Lot  6 

Customer  Service  -  Phone  Staff 

6 

Customer  Service  & 
Dispatch 

Lots  6  &  2 

Customer  Service  Representatives 

6 

Customer  Service  & 
Dispatch 

Lots  6  &  2 

Shift  Supervisor 

6 

Customer  Service  & 
Dispatch 

Lot  6 

Boot  /  Tow  Lock  Handler 

2 

Storage 

Lots  2  &  3S 

Towing  and  Storage  Operations  Manager 

1 

Storage 

Lots  6  &  3N 

Towing  and  Storage  Operations  Assistant 
Manager 

1 

Storage 

Lots 

Auto  Pound  /  Lot  Manager 

6 

Storage 

Lots 

Gate  /  Lot  Attendants 

10 

Storage 

Lots 

Front-End  Loaders  (Forklift  Operators) 

14 

Storage 

Lots 

Inventory  Control  Personnel  (Vehicle 
Cleaners  /  Data  Entry) 

6 

Total  Recruiting  Needs 

70 

Total  AutoRetum  Headcount 

70 

Note:  These  needs  have  been  determined  by  creating  staffing  schedules  to  run  a  24/7  operation. 
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AutoRetum  Transition  Team 


The  AutoRetum  transition  team  will  consist  of  the  staff  who  led  AutoRetum’s  successful  transition  in 
San  Francisco.  These  experienced  team  members  will  be  dedicated  full  time  to  the  transition  in 
Chicago  to  ensure  success.  After  the  transition  is  complete  and  day-to-day  management  has  been 
handed  over  to  the  permanent  local  team,  the  transition  team  will  continue  to  support  the  Chicago 
operations. 

The  full-time  transition  team  will  include  the  following  experienced  staff  in  the  following  roles: 

Donovan  Fullard_  -  VP  and  General  Manager 

Mr.  Fullard  has  17  years  of  vehicle  storage  and  disposal  experience  and 
currently  oversees  AutoRetum’s  operation  in  San  Francisco.  In  addition  to 
his  management  responsibilities,  Mr.  Fullard  is  the  primary  liaison  between 
AutoRetum,  the  San  Francisco  Police  Department  and  the  Department  of 
Traffic.  Previously,  Mr.  Fullard  was  responsible  for  AutoRetum’s  storage 
and  disposal  operations.  Prior  to  AutoRetum,  Mr.  Fullard  was  the  general 
manger  for  the  largest  storage  and  auction  facility  for  Copart,  the  leader  in 
insurance  salvage  auto  auctions.  Mr.  Fullard  brings  his  lot  and  vehicle 
management  expertise  and  strong  managerial  skills  to  ensure  all  vehicles  are 
efficiently  and  safely  tracked,  maintained,  and  disposed  of  properly. 


Transition  Role 


During  the  transition  period,  Mr.  Fullard  will  act  as  General  Manager  for  the  Chicago  operations  and 
will  spend  each  work  week  in  Chicago  as  needed  or  until  all  operations  have  been  successfully 
transitioned  to  the  local  Chicago  General  Manager.  After  the  transition  period,  Mr.  Fullard  will 
remain  available  to  assist  the  Chicago  General  Manager  whenever  necessary. 


Ray  K rouse  -  CFO,  Co-founder 

Mr.  Krouse  is  responsible  for  the  accurate  management  of  AutoRetum’s 
financial  systems,  including  fee  tracking,  subcontractor  payments,'  and 
billings.  He  oversees  the  administrative  aspects  of  contracts,  including 
contract  service  level  agreement  compliance  and  many  other  administrative 
functions.  Prior  to  AutoRetum,  Mr.  Krouse  was  the  Senior  Director  of 
Infrastructure  and  Analysis  with  NBC  Internet.  Prior  to  NBC  Internet,  Mr. 
Krouse  was  the  Chief  Financial  Officer  of  San  Francisco  based  Flyswat,  Inc. 
where  he  was  responsible  for  finance,  accounting,  and  business  planning. 
While  at  Flyswat,  Mr.  Krouse  led  the  effort  to  raise  $4.4  million  in  equity 
financing  and  $4  million  in  non-equity  financing  and  later  orchestrated 
Flyswat’ s  sale  for  $120  million  to  NBC  Internet.  Previously,  Mr.  Krouse 
spent  four  years  with  Coopers  and  Lybrand  as  a  senior  associate  in  their  audit  division.  Mr.  Krouse  is  a 
CPA,  holds  an  MBA  from  the  University  of  Chicago,  and  received  his  BS  in  Accounting  from  the 
University  of  Maryland. 
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Transition  Role 


During  the  transition  period,  Mr.  Krouse  will  be  based  out  of  Baltimore,  Maryland,  but  will  be  a  key 
resource  during  the  transition.  Mr.  Krouse  will  be  assist  Donovan  to  manage  the  Chicago  operations 
and  will  commute  to  Chicago  as  needed.  Ray’s  finance  team  will  be  responsible  for  implementing  all 
aspects  of  the  Company’s  financial  systems,  procedures  and  controls. 


Dan  Scanlon  -  VP  Dispatch ,  To  wine  and  Quality  Assurance 

Mr.  Scanlan  oversees  all  dispatch,  towing  and  quality  assurance  operations. 
Mr.  Scanlan  was  an  employee  of  the  California  State  Automobile 
Association  (“CSAA”)  for  over  20  years.  CSAA  is  the  top-rated  regional 
club  within  the  Automotive  Association  of  America’s  (“AAA”)  national 
federation.  Mr.  Scanlan  managed  emergency  roadside  operations  for  San 
Francisco  and  Marin  Counties  for  CSAA  from  1998  until  his  move  to 
TEGSCO  in  2003.  His  responsibilities  included  dispatch  management, 
subcontractor  selection  and  management,  and  assorted  general  management 
responsibilities.  Mr.  Scanlan  has  leveraged  his  industry  experience  from 
CSAA  to  implement  a  highly  efficient  towing  subcontractor  network  for 
AutoRetum.  At  the  very  beginning  of  his  career,  Mr.  Scanlan  served  as  a 
mechanic  at  several  different  automotive  repair  facilities  and  dealerships.  Mr.  Scanlan  earned  his  BS 
in  Automotive  Technologies  from  Oregon  Institute  of  Technology,  during  which  time  he  worked  as  a 
tow  truck  operator  to  fund  his  way  through  school. 


Transition  Role 


Mr.  Scanlan  will  play  a  key  role  in  training  the  Chicago-based  QA/Claims  management  team  and  will 
also  lead  the  effort  to  get  our  towing  subcontractors  successfully  trained  and  transitioned.  Mr.  Scanlan 
is  based  out  of  our  San  Francisco  office,  but  will  be  commuting  as  needed  during  the  transition  period. 


John  Pendleton  -  CTO ,  Co-founder 

Mr.  Pendleton  is  responsible  for  the  technology  infrastructure  required  to 
support  AutoRetum’ s  operations,  including  interfaces  between  municipal 
systems  and  AutoRetum  systems.  Mr.  Pendleton  has  over  20  years  of 
experience  in  information  technology  and  management  consulting.  Prior  to 
AutoRetum  Mr.  Pendleton  was  Regional  Director  of  Customer  Management 
Solutions  for  Cambridge  Technology  Partners  (CTP),  Inc.  During  his  tenure 
at  CTP,  the  company  played  a  market-defining  role  in  the  rapidly  expanding 
market  of  Customer  Relationship  Management  systems.  Mr.  Pendleton 
managed  a  staff  that  was  responsible  for  building  customer-facing  systems 
for  companies  in  the  high-tech,  software,  telecommunications,  and  financial 
services  industries.  Prior  to  CTP,  Mr.  Pendleton  began  his  career  at 
American  Management  Systems  developing  and  deploying  local  and  state  government  financial  and 
accounting  computer  applications.  Mr.  Pendleton  holds  an  MBA  from  the  University  of  California  at 
Berkeley  and  a  BS  in  Systems  Engineering  from  the  University  of  Virginia. 
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Transition  Role 


Mr.  Pendleton  will  be  responsible  for  launching  the  local  technology  infrastructure  and  training  the 
Chicago-based  System  and  Network  Administrators.  Mr.  Pendleton  and  his  IT  team  are  based  in  San 
Francisco,  and  will  commute  to  Chicago  as  needed  during  the  transition  period. 


Sarah  Figueroa  -  Human  Resources  Manager 

Ms.  Figueroa  is  responsible  for  all  aspects  of  AutoRetum’s  human 
resources.  Ms.  Figueroa  has  over  nine  years  of  human  resources 
experience.  She  holds  a  MBA  in  Human  Resources  Management  from 
Golden  Gate  University  and  a  BS  in  Business  Management.  Prior  to 
AutoRetum,  Ms.  Figueroa  worked  for  The  Fanfare  Group  in  Mountain 
View,  CA  managing  recruiting,  benefits,  new  hires  and  coordination  of 
European  expansion.  Ms.  Figueroa  is  a  professional  with  experience 
working  in  fast-paced  environments  that  demand  strong  organizational, 
technical  and  interpersonal  skills.  Ms.  Figueroa  is  fluent  in  English  and 
Spanish,  spoken  and  written. 


Transition  Role 


Ms.  Figueroa  will  be  responsible  for  hiring  and  training  the  Chicago-based  HR  Manager  and  will  be 
assisting  this  new  staff  member  to  hire  and  train  personnel  to  work  at  AutoRetum’ s  Chicago  locations. 
Ms.  Figueroa  is  based  out  of  our  San  Francisco  office  and  will  commute  as  needed  during  the 
transition  period. 


While  this  section  has  named  individual  team  members,  the  Chicago  team  will  be  fully  supported  by 
the  AutoRetum  management  team  and  will  have  additional  support  and  resources  to  draw  upon  if 
needed  during  the  transition  and  for  the  duration  of  the  Contract  with  the  City  of  Chicago. 

Resumes  for  the  team  members  listed  above  can  be  found  in  Appendix  E:  Key  Personnel  Resumes. 


AutoRetum 


20 


Proprietary  and  Confidential  to  AutoRetum 


Proposal_ t0  Chicago  Department^  ofStreets  &  Sanitation  andDepartment  ofRevenue 


IV.  Fee  Proposal 


The  Company  has  provided  a  detailed  fee  proposal  for  the  required  Services  according  to  RFP 
EXHIBIT  2  and  included  this  information  within  Appendix  T:  Fee  Schedule.  The  Company 
understands  that  the  City  reserves  the  right  to  negotiate  rates,  terms  ahd  conditions  with  the 
organization  selected  to  perform  the  services  pursuant  to  the  RFP. 
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V.  MBE/WBE  Commitment 


AutoRetum  is  committed  to  meeting  the  MBE  and  WBE  goals  for  this  contract.  If  awarded  the 
Contract,  AutoRetum  will  direct  25%  of  the  contract  value  with  MBE  subcontractors  and  5%  with 
WBE  subcontractors. 

AutoRetum  has  a  proven  track  record  of  meeting  MWBE  goals,  exceeding  the  MWBE  goals  for  its 
San  Francisco  contract  by  47%.  AutoRetum  directed  $3,394,483  to  certified  San  Francisco  MWBE 
subcontractors  in  2008  alone. 

Please  refer  to  Appendix  R:  MBE/WBE  Supporting  Documents  for  full  documentation  and  details 
on  how  we  plan  to  reach  these  goals. 
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VI.  Implementation  Plan 


A.  Project  Approach  and  Solution  Overview 
1 .  Towing  Program  Overview 

AutoRetum  will  tailor  its  proven  towing  management  practices  to  provide  the  proper  support  for  the 
various  tow  programs  that  exist  in  Chicago.  If  selected  as  the  winning  bidder  and  prior  to  launching 
operations  in  Chicago,  AutoRetum  will  engage  both  City  officials  and  the  existing  towing 
subcontractors  to  review  the  specific  details  of  all  the  various  tow  types  and  categories,  including,  but 
not  limited  to: 

■  Abandoned 

•  Vehicle  impoundment  tows: 

Altered  temporary  registration 

Cabs 

Curfew 

Counterfeit  sticker 
-  DUI 

Drag  racing 

Eluding  police 

Firearms 

Fly  dump 

Fireworks 

Defacement 

Narcotics 

Noise 

Solicitation 

■  Boot  release  tows 

■  Accidents 

■  Arrestee 

■  Hazards 

-  Insurance 

-  Overnight  parking  ban  (“snow  tows”) 

■  Stolen 


AutoRetum’ s  towing  management  and  logistics  experts  have  proven  experience  in  working  with 
towing  enforcement  officials  to  collaborate  and  refine  processes  that  are  tailored  to  different  types  and 
categories  of  tow  requests.  AutoRetum  works  with  local  officials  to  map  out  the  process  details  for 
each  type  of  towing  request  and  then  configures  its  tow  tracking  systems  to  support  the  nuances  of 
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each  variation  of  the  process.  The  diagram  below  provides  an  overview  of  the  preliminary  towing 
procedures  that  have  been  defined  based  the  information  available  in  the  RFP  and  collected  through 
AutoRetum’s  field  research  in  Chicago.  These  procedures  will  vary  according  to  the  nature  of  the  tow 
request  or  towing  category.  If  selected  for  the  Contract,  AutoRetum  will  conduct  detailed  analyses  to 
better  understand  the  specifics  of  towing  enforcement  in  Chicago  and  then  adapt  the  AutoRetum 
towing  procedures  to  best  meet  the  City’s  needs. 


Overview  of  Mapping  Tow  Procedures  to  Towing  Types  and  Categories 
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2.  Immediate  Tows 

AutoRetum  will  perform  immediate  tows  as  requested  by  the  Department  of  Streets  and  Sanitation 
(“DOSS”)  and  the  Department  of  Revenue  (“DOR”).  The  DOS  will  request  tows  for  a  wide  range  of 
reasons,  whereas  the  DOR  tow  requests  will  be  exclusively  for  boot  release  tows.  Please  see  Sub- 
Section  6:  Boot  Release  Tows  for  further  information  regarding  these  DOR  tow  requests. 

AutoRetum  will  only  utilize  tow  trucks  and  tow  truck  operators  (“TTOs”)  from  approved 
subcontractor  companies  that  are  part  of  the  AutoRetum  Towing  Network.  All  tow  trucks  will  display 
an  official  “Police  Tow”  when  actively  engaged  in  a  tow  for  the  City.  AutoRetum  dispatchers  will  be 
able  to  communicate  in  real-time  to  all  TTOs  in  two  ways  utilizing  the  Sprint  /  Nextel  (“Nextel”) 
communications  device  that  will  be  assigned  to  all  on  duty  TTOs: 

■  Electronic  dispatch  communications  via  TCP/IP  based  text  messages  sent  to  the  Nextel  device. 

This  communications  method  will  serve  as  the  primary  communication  method  that  will  be  used 
for  nearly  all  immediate  tow  requests. 

■  Voice  communications  via  the  Nextel’s  DirectConnect  push-to-talk  over  cellular  (“PTT  PoC”). 
This  communications  method  will  serve  as  the  backup  communications  method  that  will  be  used  in 
the  rare  case  that  the  electronic  dispatch  communications  capability  is  disrupted  or  in  specialized 
cases  where  the  dispatcher  needs  to  communicate  more  directly  with  the  TTO. 


AutoRetum  recognizes  that  time  is  of  the  essence  in  performing  immediate  tows.  For  our  San 
Francisco  operations,  AutoRetum’s  on  site  response  time  averages  between  12  and  13  minutes.  Based 
on  AutoRetum’s  proven  track  record,  the  City  can  be  confident  that  AutoRetum  can  provide  all  the 
required  resources  24  hours  a  day,  7  days  a  week,  regardless  of  the  weather,  traffic  conditions,  or  the 
locations  of  the  vehicles. 

For  all  immediate  tow  requests,  the  vehicles  will  be  impounded  within  90  minutes  of  the  notification 
from  the  DOSS  dispatchers.  Additionally,  AutoRetum  can  provide  the  DOSS  dispatchers  with  access 
to  its  dispatch  system  so  that  the  DOSS  dispatchers  can  track  the  status  of  all  active  tows  in  real-time. 
In  the  event  of  an  emergency  being  declared  by  the  Commissioner,  AutoRetum  will  continue  to  try 
and  meet  the  normal  service  level  standards,  but  guarantee  that  all  immediate  tow  request  vehicles  will 
be  impounded  in  no  more  than  3  hours. 

As  required  by  the  RFP,  the  AutoRetum  dispatch  team  will  verbally  notify  the  DOSS  dispatchers 
within  the  required  60  minutes  to  confirm  that  an  immediate  tow  request  vehicle  has  been  removed 
from  its  location.  All  immediate  tow  request  vehicles  will  be  impounded  at  the  appropriate  auto 
pound  as  specified  in  the  RFP: 

■  Auto  Pound  #  2  (vehicles  removed  from  South  of  Madison  Street) 

■  Auto  Pound  #  6  (vehicles  removed  from  North  of  Madison  Street) 

■  Auto  Pound  #1  (tows  from  all  CPD  districts  as  directed) 

■  Auto  Pound  #4  (tows  from  all  CPD  districts  as  directed) 


The  diagram  on  the  following  page  illustrates  the  preliminary  process  flow  that  has  been  defined  for 
responding  to  immediate  tow  requests  for  the  Chicago  towing  operations. 
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3.  Abandoned  Vehicle  Tows 

AutoRetum  will  perform  abandoned  vehicle  tows  as  requested  through  written  notification  by  the 
Department  of  Streets  and  Sanitation  (“DOSS”).  All  abandoned  vehicle  tows  will  be  completed 
within  24  hours  of  the  written  notification,  utilizing  only  tow  trucks  and  tow  truck  operators  (“TTOs”) 
from  approved  subcontractor  companies  that  are  part  of  the  AutoRetum  Towing  Network.  All  tow 
trucks  will  display  an  official  “Police  Tow”  sign  when  actively  engaged  in  a  tow  for  the  City.  As  with 
immediate  tows,  AutoRetum  dispatchers  will  be  able  to  immediately  communicate  will  all  TTOs  at  all 
times  utilizing  both  electronic  data  and  voice  communications. 

Once  an  abandoned  vehicle  has  been  removed  from  its  location,  it  will  be  impounded  within  30 
minutes  of  removal  for  single-vehicle  tow  tmcks,  and  never  more  than  2  hours  for  cases  involving  tow 
trucks  capable  of  towing  multiple  vehicles  at  the  same  time.  AutoRetum  acknowledges  that  these 
service  times  are  required,  regardless  of  weather,  traffic,  or  the  locations  of  the  vehicles  and  distances 
from  the  Auto  Pounds. 

All  abandoned  vehicles  will  be  towed  between  7  a.m.  and  3  p.m.,  Monday  through  Saturday,  and 
impounded  at  the  appropriate  auto  pound  as  specified  in  the  RFP: 

■  Auto  Pound  #3S  (vehicles  removed  from  South  of  Madison  Street! 

■  Auto  Pound  #  3N  (vehicles  removed  from  North  of  Madison  Street) 


The  diagram  on  the  following  page  illustrates  the  preliminary  process  flow  that  has  been  defined  for 
responding  to  abandoned  vehicle  tow  requests  for  the  Chicago  towing  operations. 
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4.  Overnight  Parking.  &(tn  Tows  (“Snow  Tows  ”) 


AutoRetum  understands  that  during  the  winter  months,  that  towing 
vehicles  from  the  approximately  1 00  curb  miles  of  streets  identified  as 
“overnight  parking  ban”  (“Snow  Routes”)  is  critical  to  the  ability  of  the 
City  to  manage  traffic  flow  during  periods  of  winter  snow  and  ice.  These 
routes  are  marked  with  red  and  white  signs,  noting  the  restriction  from 
parking  on  all  Snow  Routes  from  December  1  to  April  1,  from  3  a.m.  to  7 
a.m.  AutoRetum  will  tow  all  “snow  tow”  vehicles  to  the  appropriate  auto 
pound  or  where  otherwise  directed  by  the  Commissioner.  The 
AutoRetum  Towing  Network  will  have  ample  capacity  and  resources  to 
ensure  the  efficient  daily  removal  of  vehicles  from  the  designated  routes 
during  the  required  timeframes. 
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During  the  required  winter  period,  on  a  daily  basis,  AutoRetum’s  tow  truck  operators  (“TTOs”)  will 
report  to  the  central  designated  area  at  2:00  a.m.  Each  TTO  will  be  issued  official  “Police  Tow”  signs 
that  must  be  mounted  on  each  side  of  the  truck.  At  approximately  2:30  a.m.,  City  officials  will 
provide  a  list  that  specifies  the  quantity  and  type  of  tow  trucks  that  are  required  at  particular  locations. 
The  AutoRetum  dispatch  team  will  ensure  that  the  proper  number  of  trucks,  having  the  necessary 
equipment,  are  dispatched  to  each  required  location  to  ensure  that  all  required  bucks  arrive  at  the 
rendezvous  point  no  later  than  3:00  a.m. 


The  diagram  on  the  following  page  illustrates  the  preliminary  process  flow  that  has  been  defined  for 
responding  to  overnight  parking  ban  tow  requests  for  the  Chicago  towing  operations. 
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5.  Relocation  Tows 

AutoRetum  recognizes  the  critical  role  that  towing  operations  can  play  during  an  emergency.  When 
such  an  emergency  has  been  declared,  some  or  all  of  the  normal  towing  operations  are  suspended. 
AutoRetum  has  recruited  a  highly  capable  group  of  towing  subcontractors  that  comprise  the 
AutoRetum  Towing  Network  for  Chicago  (see  Section  VI.A.b.4:  AutoRetum  Towing  Network). 
Collectively,  the  AutoRetum  Towing  Network  has  ample  capacity  to  respond  in  emergency  situations 
when  called  upon  by  the  Commissioner.  During  emergencies,  the  AutoRetum  dispatch  center  will 
maintain  close  communications  with  the  DOSS  dispatch  center  and  other  City  departments  as  needed 
to  ensure  that  any  and  all  tow  trucks  are  diverted  to  the  critical  areas  in  order  to  respond  to  the 
emergency  conditions  as  effectively  as  possible.  All  vehicles  will  be  relocated  as  directed  by  the 
Commissioner  and  the  AutoRetum  dispatch  center  will  immediately  notify  the  Commissioner  as  to  the 
location  and  the  time  of  relocation  for  all  vehicles. 

Additionally,  AutoRetum  will  respond  to  relocation  requests  that  occur  outside  of  emergency 
conditions.  Typical  scenarios  involve  instances  where  vehicles  must  be  relocated  to  accommodate 
street  repairs.  AutoRetum’ s  dispatch  center  will  respond  to  request  for  non-emergency  relocation 
tows  and  ensure  that  tow  trucks  are  dispatched  to  the  required  locations  in  a  timely  manner. 

The  diagram  on  the  following  page  illustrates  the  preliminary  process  flow  that  has  been  defined  for 
responding  to  relocation  tow  requests  for  the  Chicago  towing  operations. 
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6.  Boot  Release  Tows 


AutoRetum  will  provide  boot  release  and  towing  services  as  directed  by  the  Department  of  Revenue 
(“DOR”).  AutoRetum  will  receive  the  DOR  boot  release  and  tow  report  on  a  daily  basis  and  perform 
the  necessary  scheduling  for  eligible  vehicles.  AutoRetum  will  ensure  that  tow  eligible  vehicles  have 
their  boots  removed  and  are  towed  no  earlier  than  the  required  24-hour  wait  period  from  the  time  the 
boot  in  installed,  but  as  soon  after  as  possible.  All  tow  eligible  vehicles  will  be  towed  immediately  on 
the  same  day  that  the  boot  is  removed. 

To  manage  its  boot  release  and  towing  operations,  AutoRetum  plans  to  provision  a  sufficient  number 
of  vans  (“boot  vans”)  outfitted  with  the  necessary  equipment  and  operated  by  specially-trained  drivers 
(“boot  van  operators”  or  “BVOs”).  The  boot  van  operators  will  coordinate  the  following  activities: 

■  Ensuring  that  the  City’s  CANVAS  system  is  checked  to  ensure  that  a  vehicle  is  still  tow  eligible 
before  the  vehicle  is  towed 

■  Removal  of  boots  and  transport  back  to  the  auto  pound  facilities  for  retrieval  by  DOR  staff 

■  Safekeeping  of  book-lock-key  to  ensure  that  these  keys  are  not  lost  or  damaged 

■  Conducting  reasonable  searches  for  GOA  vehicles  and  reporting  all  GOA  vehicles  that  cannot  be 
found  to  the  DOR  by  updating  the  CANVAS  system 

■  Submitting  requests  to  tow  truck  operators  (“TTOs”)  to  tow  eligible  vehicles  for  which  boots  have 
been  removed  -  either  directly  via  AutoRetum ’s  automated  dispatch  systems  or  by  contacting  the 
AutoRetum  dispatch  center 

■  Completion  of  inventory  reports  for  all  boot  release  vehicles  that  are  towed 

■  Updating  the  CANVAS  system  to  record  all  boot  removal  and  towing  activities 
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As  part  of  its  boot  release  and  tow  operations,  AutoRetum  will  perform  the  following  activities  as 
required  by  RFP  Exhibit  R1  -  Boot-Release-and-Tow  Scope  of  Services; 

■  Boot  Release  and  Tow: 

AutoRetum  will  print  CANVAS  tow  eligible  reports  daily  (Monday  through  Sunday)  and 
schedule  all  eligible  vehicles  appropriately 

AutoRetum  will  provide  boot  release  and  towing  services  from  5:00  a.m.  through  8:00  p.m.  on 
Mondays  through  Saturdays,  and  5:00  a.m.  through  11  a.m.  on  Sundays 

Upon  dispatch  to  and  arrival  at  eligible  vehicles,  AutoRetum  will  verify  the  vehicles  eligibility 
status  by  accessing  CANVAS  directly  in  real-time 

When  a  boot  is  removed  and  a  vehicle  is  about  to  be  towed,  AutoRetum  will  update  the 
CANVAS  system  in  real-time  with  all  the  necessary  information  including  the  date  and  time  of 
the  boot  removal  and  tow 

AutoRetum  will  never  prematurely  release  any  boot  or  tow  and  impound  any  eligible  vehicle, 
based  on  the  time  threshold  indicated  in  the  CANVAS  system 

AutoRetum  will  never  release  any  boot  or  tow  and  impound  an  eligible  vehicle  once  the  status 
is  changed  in  CANVAS  or  an  authorized  DOR  representative  has  notified  AutoRetum  that  the 
eligible  vehicle  is  not  in  compliance  (registered  owner  paid  required  fees,  successful  hearing 
requests,  etc.) 

AutoRetum  will  inspect  all  eligible  vehicles  and  document  any  visible  vehicle  damages  with 
supporting  descriptions  as  appropriate  in  the  required  inventory  report 

AutoRetum  will  remove  all  boots  prior  to  towing  eligible  vehicles  and  ensure  the  boot  and 
boot  lock  device  in  the  AutoRetum  boot  van  -  once  the  boot  and  boot  lock  is  secure, 
AutoRetum  will  proceed  to  immediately  tow  the  vehicle 


*  GOA  (Missing)  Eligible  Vehicles: 

If  an  eligible  vehicle  is  missing  when  AutoRetum’ s  boot  van  operator  arrives  at  the  designated 
location,  the  boot  van  operator  will  notify  the  DOR  dispatch  center  immediately  to  verify  the 
booted  vehicle’s  address 

If  the  DOR  dispatch  center  provides  an  alternative  address,  the  AutoRetum  boot  van  operator 
will  proceed  to  the  alternate  address  to  release  the  boot  and  tow  and  impound  the  eligible 
vehicle 

If  the  DOR  dispatch  center  does  not  provide  an  alternative  address,  the  AutoRetum  boot  van 
operator  will  search  for  the  eligible  vehicle  within  a  two-block  radius  to  ensure  that  the  vehicle 
was  not  somehow  relocated  or  had  an  incorrect  address  assigned  to  it 

If  the  missing  eligible  vehicle  is  found,  the  AutoRetum  boot  van  operator  will  proceed  with  the 
normal  boot  removal  and  towing  processes 

If  the  missing  eligible  vehicle  is  not  located,  the  AutoRetum  boot  van  operator  will  update  the 
CANVAS  system  to  document  the  missing  eligible  vehicle  as  being  GOA 


AutoRetum 


Proprietary  and  Confidential  to  AutoRetum 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


32 


Proposal  to  the  Chicago  Department  of  Streets  &  Sanitation  and  Department  of  Revenue 


■  Boot  Lock  Key  Safekeeping: 

AutoRetum’s  boot  van  operators  will  be  responsible  for  the  safekeeping  of  all  boot  lock  keys 
at  all  times  in  the  field  -  while  not  in  the  field,  all  boot  lock  keys  will  be  kept  in  a  highly 
secure  “safe  room” 

If  a  boot  lock  key  is  lost  or  stolen,  AutoRetum  will  immediately  notify  the  Director  so  that  the 
Director  can  make  arrangements  for  shipment  and  replacement  of  all  affected  boot  lock  keys 
and  cylinders 

AutoRetum  will  fund  all  costs  incurred  by  the  City  for  the  replacement  of  boot  lock  keys  and 
cylinders  that  are  lost  or  stolen  while  assigned  to  AutoRetum 

If  a  boot  lock  key  becomes  damaged,  AutoRetum  will  immediately  notify  the  authorized  DOR 
representative  to  arrange  for  the  replacement  of  the  damaged  key 

AutoRetum  will  fund  all  costs  incurred  by  the  City  for  the  replacement  of  boot  lock  keys  and 
cylinders  that  are  damaged  while  assigned  to  AutoRetum 


*  Cost  Reconciliation: 

AutoRetum  understands  that  the  DOR  will  account  for  all  lost,  stolen,  or  damaged  boots,  boot 
locks,  boot  lock  keys  and  cylinders  that  were  assigned  to  AutoRetum 

All  of  the  costs  incurred  in  order  to  replace  the  lost,  stolen,  or  damaged  equipment  will  be 
reconciled  on  a  monthly,  quarterly,  or  otherwise  timely  basis  as  determined  by  the  DOR 

AutoRetum  agrees  that  the  DOR  will  offset  any  incurred  costs  from  any  payments  due  to 
AutoRetum,  or  be  paid  by  AutoRetum  to  the  Department  of  Finance 

"  Relationship  Management: 

AutoRetum  commits  to  working  with  the  Director  to  monitor  the  progress  of  the  boot  release 
and  towing  operations  in  an  effort  identify,  analyze,  and  resolve  any  problems  as  they  arise  - 
the  Director  may  require  that  AutoRetum  attend  any  meetings  as  scheduled 

No  later  than  the  tenth  of  each  month,  AutoRetum  will  deliver  to  the  Director  a  status  report 
that  summarizes  the  preceding  month’s  performance  -  the  report  should  include  any  instances 
to  where  the  contractor  failed  to  meet  one  or  more  of  the  service  levels  specified  in  RFP 
Exhibit  R3  -  Boot-Release-and-Tow  Performance  Measures  and  Service  Levels  -  the 
report  should  also  include  summaries  of  any  non-compliance  and  specifics  about  any  other 
actual  or  anticipated  performance  problems 

AutoRetum  agrees  to  meet  with  the  Director  during  the  last  calendar  quarter  of  each  year  for 
the  purpose  of  reviewing  and  improving  AutoRetum’s  performance  and  to  consider  any 
changes  in  circumstances  -  additionally,  either  AutoRetum  or  the  City  may,  at  any  time,  upon 
30  days  prior  written  notice  to  the  other  party,  initiate  negotiations  to  review  and  improve  the 
service  levels  that  require  adjustment  -  any  revisions  require  a  written  amendment  to  the 
Agreement 

If  for  any  reason  the  Agreement  is  scheduled  to  end,  AutoRetum  must  maintain  sufficient 
resources  to  continue  all  operations  until  the  end  date  and  time  of  the  Agreement 


The  diagram  on  the  following  page  illustrates  the  preliminary  process  flow  that  has  been  defined  for 
managing  the  boot  removal  and  towing  activities  for  the  Chicago  towing  operations. 
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Chicago  Towing  Operations  -  Boot  Release  Tow  Request  Process  Flow 


CANVAS  Requirements. 

AutoRetum  will  provide  and  properly  maintain  all  the  required  hardware  and  software  (mobile 
computers,  wireless  communications  capability,  VPN  gateway  software,  etc.)  that  is  required  to 
connect  to  and  access  the  CANVAS  system,  including  access  from  the  field  by  the  AutoRetum  boot 
van  operators.  All  costs  associated  with  providing  access  to  the  CANVAS  system  will  borne  by 
AutoRetum,  at  no  cost  to  the  City.  AutoRetum’ s  IT  personnel  will  work  closely  with  DOR  IT 
personnel  to  ensure  that  the  equipment  and  software  provided  by  AutoRetum  is  compatible  with  the 
defined  CANVAS  technical  specifications,  including  the  required  Nortel  IPSEC  VPN  client. 
AutoRetum’ s  IT  staff  is  very  familiar  with  IPSEC  VPN  configurations,  as  the  company  already  makes 
extensive  use  of  VPN  access  for  its  remote  workforce. 
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Service  Level  Requirements 

AutoRetum  acknowledges  that  its  must  perform  the  boot  release  and  towing  services  in  compliance 
with  the  service  levels  set  forth  in  RFP  Exhibit  R3  -  Boot-Release-and-Tow  Performance 
Measures  and  Service  Levels.  In  the  event  that  AutoRetum  fails  to  meet  the  service  levels, 
AutoRetum  must  provide  the  credits  as  follows: 

■  Instances  where  the  services  are  not  provided  for  an  eligible  vehicle  within  24  hours  of  the 
scheduled  eligibility  time  ($30) 

■  Instances  where  the  services  are  not  provided  for  an  eligible  vehicle  in  designated  “High  Boot 
Tamper  Areas”  within  18  hours  of  the  scheduled  eligibility  time  ($30),  if  AutoRetum  has  not  met 
the  service  level  requirement  for  6  or  more  instances  during  a  given  month 

■  Instances  of  lost,  stolen,  or  damaged  boot  equipment  that  is  reported  more  than  24  hours  after  the 
scheduled  eligibility  time  (current  replacement  cost  value) 


Additionally,  in  instances  of  service  level  failures,  AutoRetum  must: 

■  Perform  root  cause  analysis  to  identify  the  cause  of  such  failure 

■  Correct  such  failure 

■  Provide  the  Director  with  a  report  detailing  the  cause  of  the  failure,  procedure  for  correcting  the 
failure,  and  procedural  changes  to  prevent  such  failure  in  the  future 


a.  Auto  Pound  Operations 

AutoRetum  has  experience  converting  new  and  existing  locations  into  safe,  secure,  efficient  municipal 
impound  facilities.  Multiple  functions  are  performed  at  these  facilities: 

■  Vehicle  acceptance 

■  Vehicle  storage 

■  Customer  service  /  vehicle  retrieval 

■  Unclaimed  vehicle  auctions 

■  Vehicle  disposal  /  shipping 


Each  facility  uses  our  industry  best  practices  for  vehicle  storage  efficiency,  inventory  tracking,  and 
security  to  ensure  their  rapid  return  to  the  owner.  In  addition,  AutoRetum  allocates  space  at  each 
facility  for  “police  hold”  vehicles.  Additional  measures  are  taken  to  restrict  access  to  police  hold 
vehicles  to  authorized  persons  only. 


1.  Inventory  Procedures 

AutoRetum  Storage  Specialists  will  record  the  vital  vehicle  information  within  30  minutes  of  receipt 
of  a  towed  vehicle  at  the  Auto  Pound.  The  information  will  be  documented  on  a  form  approved  by  the 
Commissioner,  and  then  entered  into  ARIES  for  inventory  tracking  (see  Appendix  H:  Inventory 
Management)  and  to  facilitate  inquiries  by  interested  parties.  AutoRetum  adds  temporary  barcode 
stickers  to  each  vehicle  in  order  to  implement  its  barcode  tracking  system  which  allows  employees  and 
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designated  City  representatives’  real-time  access  to  data  regarding  the  current  status  of  stored  vehicles 
via  handheld  devices. 

The  AutoRetum  Storage  Specialist  will  compare  the  Vehicle  Inventory  Form  to  the  Vehicle  Tow 
Report  and  note  any  discrepancies.  Both  forms  will  then  be  attached  together  and  submitted  to  DSS 
within  30  minutes. 

AutoRetum  will  secure  all  personal  property  as  described  in  Appendix  I:  Security  and  Personal 
Property  Procedures,  and  will  report  the  discovery  of  any  illegal  items  or  contraband  to  the  CPD  and 
DSS.  After  a  vehicle  has  been  inventoried  it  will  be  moved  safely  to  a  secure  storage  area  as  described 

in  Appendix  H:  Inventory  Management. 


2,  Real-Time  Hand-Held  Wireless  Computers 

AutoRetum’ s  ARIES  technology  platform  includes  “on  the  lot”  inventory  management  capabilities 
utilizing  wireless  handheld  computers.  These  devices  aid  the  real-time  check-in  of  vehicles  arriving  at 
the  lot  as  well  as  the  ability  to  confirm  a  vehicle’s  status  as  available  for  release. 


Wireless  Handheld  Computer  and  Bar  Code  Processing 


The  ARIES  system  supports  wireless,  handheld  computer  processing  using  the  following  wireless 
networking  protocols: 


Wi-Fi  Communications  (802.1 1  a/b/g)  - 
AutoRetum  utilizes  wireless  communications 
within  its  storage  facilities  because  it  provides  the 
utmost  in  reliability  and  security  through  the  use  of 
Extensible  Authentication  Protocol  -  Transport 
Layer  Security  (“EAP-TLS”).  The  company 
utilizes  Cisco  System  Aironet  devices  that 
integrate  seamlessly  with  the  company’s  wired 
Cisco  Systems  networking  infrastructure, 
including  Cisco  firewall  and  encryption 
technology.  AutoRetum  utilizes  Symbol 
Technologies  MC9090  model  handheld  computers 
that  access  the  ARIES  applications  through  simple 
web-based  screens  that  provide  capabilities 
utilized  by  the  company’s  storage  specialists  for 
vehicle  intake,  management,  and  release. 

*  Commercial  Wireless  /  Cellular 

Communications  in  the  Field  -  Outside  of  its 
operations  and  storage  facilities,  AutoRetum 
utilizes  wireless  /  cellular  providers  such  as  Sprint 
/  Nextel,  AT&T,  and  Verizon.  ADS  is  integrated 
with  Nextel  handheld  communications  devices. 
These  devices  support  Java  processing  that  is  used 
for  AutoRetum’ s  electronic  dispatch 
communications,  tow  status  management,  as  well 
GPS  tracking  of  tow  truck  operator  locations. 
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Wireless,  handheld  computers  are  a  key  component  of  the  ARIES  functions.  The  handheld  devices 
allow  AutoRetum  storage  specialists  to  conduct  the  following  activities  outside  of  the  AutoRetum 
office  facilities  right  on  the  storage  lots: 

■  Vehicle  Intake  -  Data  entry  of  vehicle  information  during  vehicle  intake  including  scanning  a  bar 
code  sticker  that  is  affixed  to  each  vehicle  to  associate  the  unique  bar  code  identification  (“ID”) 
number  with  the  vehicle  record  in  the  inventory  system.  Please  note  the  AutoRetum  inventory 
form  on  the  following  pages  illustrating  the  “duplicate”  bar  code  stickers  -  one  of  which  is  affixed 
to  the  vehicle,  while  the  other  is  attached  to  inventory  form. 

■  Inventory  Management  -  Conducting  regular  vehicle  inventory  management  to  lookup  vehicle 
information  and  to  make  real-time  updates  in  the  inventory  database.  This  allows  data  errors 
related  to  vehicle  information  such  as  incorrect  license  number  and  VIN  values  to  be  corrected 
immediately  when  an  error  is  identified. 

■  Vehicle  Release  -  Confirming  the  status  of  a  vehicle  as  ready  for  release  (all  fees  paid,  holds 
removed,  etc.)  and  documenting  the  physical  release  of  the  vehicle.  AutoRetum’s  invoice  contains 
a  unique  bar  code  that  allows  storage  specialists  to  use  the  handheld  device  to  quickly  scan  the 
invoice,  review  the  vehicle  information  and  confirm  the  vehicle’s  status  as  available  for  release. 
Please  note  the  AutoRetum  invoice  containing  the  bar  code  on  the  following  pages.  The  bar  code 
value  maps  to  an  arbitrary,  unique  number  in  the  database  that  minimizes  the  chance  of  counterfeit 
invoices  being  used  to  obtain  the  unauthorized  release  of  a  vehicle  -  a  common  problem 
encountered  by  impound  facilities. 


The  following  image  illustrates  a  uniquely  numbered  bar  code  sticker  on  the  windshield  of  one  of  the 
vehicles  held  within  AutoRetum’s  storage  facilities  in  San  Francisco.  On  the  following  page,  the 
sample  vehicle  inventory  form  shows  the  same  bar  code  (“duplicate”)  affixed  to  the  paperwork  that 
provides  a  written  record  of  the  vehicle’s  check-in. 


AutoRetum  Inventory  Bar  Code  Vehicle  Tag  Attached  to  Vehicle  Windshield 
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AutoReturn  Inventory  Form  with  Bar  Code  Vehicle  Tag 
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DTS  Standard  Electronically  Generated  Invoice  with  Bar  Code  Verification 
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MO  REFUNDS  OR  RETURNS.  BY  LAW  YOU  CAN  PROTEST  A  CITY 
AND  COUNTY  OF  SAN  FRANCISCO  VEHICLE  TOW.  YOU  MUST 
REQUEST  A  HEARING  WITHIN  30  DAYS  FROM  DATE  OF  TOW. 
CITATIONS  ASSOCIATED  WITH  THIS  TOW  MAY  NOT  BE 

INCLUDED  IN  THIS  PAYMENT.  ANY  NECESSARY  NOTICES  WILL 
BE  MAILED  TO  THE  ADDRESS  ON  FILE  AT  DPT.  THANK  YOU. 
SFPD  (415)  553-1619 
DPT  (415)  701-5400 
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Handheld  Computer  Printing  Capabilities 

The  Symbol  Technologies  MC9090  model  handheld  computers  can  be  outfitted  with  a  variety  of 
industry  standard  printers  such  as  those  provided  by  Zebra  Technologies,  an  industry  leader  for  mobile 
computing  accessories.  The  Zebra  P4T  is  depicted  below  as  an  example  and  is  the  world’s  first 
mobile  thermal  transfer  printer  with  optional  RFID  upgradability.  This  rugged  printer  can  print  long¬ 
life  bar  code  labels  and  documents  up  to  4"  wide  that  withstand  harsh  outdoor  environments.  The 
Zebra  printers  can  be  easily  carried  by  lot  workers  using  either  a  belt  attachment  or  a  holder  and  strap 
that  can  be  placed  over  the  shoulder  (see  inset  photo  below). 

AutoRetum’s  web-based  lot  management  applications  that  are  utilized  by  lot  workers  with  wireless, 
handheld  computers  for  managing  lot  activities  can  be  easily  enhanced  to  print  off  any  specific  forms 
that  are  required  for  the  Chicago  auto  pound  management  operations.  As  stated  earlier,  AutoRetum 
utilizes  cost  effective  pre-printed  bar  code  stickers  that  come  in  “pairs”  on  easy  to  use  “spools”. 

Should  there  be  a  need  to  print  the  bar  code  stickers  in  real-time,  AutoRetum  will  enhance  its  lot 
management  applications  for  the  handhelds  to  provide  this  real-time  bar  code  printing  capability. 


Extending  Bar  Code  Scanning  to  '[ow  Truck  Operators  CjTTOs  ")  in  the  field 

As  a  further  refinement  to  this  process,  the  tow  authorization  forms  used  by  field  enforcement  officers 
could  be  provided  with  a  unique  bar  code  imbedded  on  the  form.  Alternatively,  AutoRetum  could 
provide  pairs  of  matching  bar  code  stickers  (on  easy  to  use  spools).  One  of  the  bar  code  stickers  could 
be  placed  on  the  tow  authorization  form  and  the  other  matching  sticker  could  be  placed  on  the 
windshield  of  the  vehicle.  After  receiving  the  tow  authorization  form  from  the  enforcement  officer, 
the  TTO  could  scan  the  bar  code  value  into  the  electronic  dispatch  management  system  (ADS), 
providing  a  linkage  between  the  electronic  vehicle  data  record,  the  paper  form,  and  the  physical 
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vehicle  itself  The  Nextel  devices  utilized  by  AutoRetum  TTOs  can  be  outfitted  with  a  standard  bar 
code  scanning  attachment  (pictured  below)  to  enable  the  scanning  capability. 


3.  Hours  of  Operation 

AutoRetum  will  provide  services  at  Auto  Pound  #2  and  #6,  24  hours  a  day,  365  days  a  year. 
Additionally,  AutoRetum  will  provide  services  at  Auto  Pounds  #3N  and  #3S  from  7:00am  to  5pm, 
along  with  special  access  to  the  Commissioner  beyond  normal  operating  hours  as  needed. 


4 .  Inventory  System 

Timely,  Accurate  Information  is  the  Core  of  ARIES  -  AutoRetum’ s  industry  leading  technology 
platform  provides  advanced  capabilities  for  electronic  vehicle  inventory  management.  The  vehicle 
inventory  information  is  fully  computerized,  including  scanned  images  of  hand- written  tow 
authorization  documents  and  multi-angle  digital  images  of  vehicles.  The  information  can  be  accessed 
and  viewed  in  a  variety  of  ways,  including  wireless  handheld  computers  with  bar  code  scanning 
technology. 

The  electronic  inventory  system  (“EIS”)  within  ARIES  captures  a  living  record  that  contains  all  the 
information  collected  about  each  towed  vehicle.  The  EIS  information  is  maintained  in  real-time  using 
a  mixture  of  traditional  computer  data  entry  and  wireless  handheld  computer  data  entry.  As  the 
vehicle  moves  through  the  AutoRetum  process,  the  EIS  accumulates  the  following  information  at  a 
minimum: 

-  Information  about  the  tow  (dispatcher,  tow  type,  tow  location,  tow  tmck  operator,  time  of  tow, 
etc.) 

■  Unique  Tow  /  vehicle  tracking  identification  (“ID”)  number,  as  well  as  a  unique  bar  code  number 
that  is  affixed  to  the  vehicle  as  a  sticker  and  recorded  in  the  vehicle  record 

■  Vehicle  information  (make,  model,  color,  year,  license  state  and  number,  VIN,  etc.) 

■  Photo  documentation  of  the  vehicle’s  condition  at  various  stages  of  the  process  (i.e.  when  vehicle 
enters  storage  facility  and  when  vehicle  exits  storage  facility) 
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■  Detailed  inventory  of  vehicle  contents  and  vehicle  condition  information 

"  Precise  location  of  the  vehicle  —  GPS  tracking  allows  tracking  of  the  location  of  vehicles  that  are  in 
the  process  of  being  towed  -  storage  lots  are  organized  into  a  numbered  “grid  system”  and  the  grid 
designation  is  stored  in  the  system  to  allow  the  quick  locating  of  vehicles 

*  Vehicle  owner  and  claimant  information 

*  Record  of  customer  inquiries  (notes,  customer  service  agents  who  assisted  the  customer,  etc.) 

■  Schedule  of  towing,  storage,  and  related  fees 

■  Invoice  and  payment  information 

*  Vehicle  disposal  processing  data  (authorization  dates,  sale  amounts,  etc.) 

*  Current  vehicle  status  and  final  disposition  (released,  auctioned,  salvaged). 


ARIES  maintains  the  EIS  information  from  tow  request  through  to  the  final  disposition  of  the  vehicle, 
when  it  is  released  to  the  vehicle  owner  or  disposed  of  through  the  vehicle  salvage  operation.  After 
release  or  disposal,  the  vehicle  information  is  maintained  as  a  permanent  history  of  the  operations, 
supported  by  detailed  reporting  capabilities.  As  described  below. 

All  interested  parties  including  AutoRetum  staff  and  supervisors,  city  officials,  towing  subcontractors, 
and  customers  have  a  tailored  view  (user  interface)  into  this  data  to  support  their  particular  needs. 
Customers  greatly  benefit  from  self-service  options  offered  through  our  automated  phone  system  and 
our  website.  City  officials  have  real-time  access  to  our  operational  data  utilizing  a  web-based  version 
of  ARIES  tailored  to  the  specific  needs  of  the  City. 


One  of  AutoRetum’s  strongest  beliefs  is  in  the  power  of  “information  when  you  need  it,  how  you  need 
it,  and  where  you  need  it.”  This  section  provides  the  details  of  how  the  required  information  is  made 
accessible  to  all  of  the  stakeholders  for  AutoRetum’s  business  operations: 

"  PS5  officials  and  other  City  staff  who  require  access  to  a  wide  array  of  information 

■  AutoReturn  employees  who  are  ultimately  responsible  for  the  accuracy  of  the  information 

■  Towing  subcontractor  owners,  managers,  and  tow  truck  operators 

■  Customers  who  need  assistance  with  the  retrieval  of  their  vehicles 
"  Auction  buyers  and  other  vehicle  disposal  partners 


AutoRetum  provides  extensive  reports  across  all  aspects  of  its  operations.  The  City  will  have  direct 
visibility  and  insight  into  each  functional  area  with  both  summarized  and  detailed  reporting.  Reports 
include,  but  are  not  limited  to  the  following: 

■  Towing  volumes  by  category 

■  Inventory  aging 

■  Vehicle  disposition 


More  detailed  information  on  ARIES  reports  can  be  found  in  Section  VI.A.i:  Auto  Pound 
Hardware  and  Software.  Additionally,  AutoRetum  has  provided  additional  examples  in  Appendix 
K:  AutoReturn  Sample  Reports. 
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5.  Calculating  Fees  and  Fines 

AutoRetum  understands  that  the  company  will  be  responsible  for  properly  calculating  all  towing  and 
storage  fees  and  fines  that  must  be  paid  in  order  for  the  vehicle  to  be  redeemed  by  the  owner. 
AutoRetum  is  committed  to  providing  the  Owner  with  a  clear  statement  of  the  required  fees  and  fines 
in  a  format  that  is  acceptable  to  the  Commissioner. 

As  part  of  its  ARIES  application  infrastructure,  AutoRetum  utilizes  the  Dispatch  &  Towing  Solutions 
(“DTS”)  Tow  Management  System  (“TMS”)  as  the  company’s  impound  management  solution.  The 
DTS  TMS  module  contains  a  comprehensive  invoice  generation  and  payment  processing  module  that 
provides  all  the  effective  controls  required  to  ensure  that  all  fees  are  accurately  applied  based  on 
standardized  line  item  fees  configured  in  the  system’s  administration  module.  The  DTS  system 
provides  a  standard,  electronically  generated  invoice  that  becomes  part  of  the  audit  trail  for  the  vehicle 
once  the  invoice  is  generated.  Once  a  payment  has  been  applied  against  the  invoice,  only  an 
authorized  administrator  or  manager  can  un-post  the  payment  and  invoice.  The  invoice  and  payment 
information  provide  an  electronic,  auditable  record  of  exactly  which  fees  were  applied  to  a  vehicle 
record  and  the  payment  activity  against  the  invoice.  An  example  of  the  standard  DTS  invoice  is 
provided  on  the  following  page.  The  invoice  header  information  and  the  invoice  message  details  at 
the  bottom  of  the  page  are  both  configurable  to  meet  the  needs  of  a  specific  municipality.  The  invoice 
line  item  details  are  generated  using  standard,  configurable  line  item  fees  called  “service  price  items”. 
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DTS  Automated  Invoice  with  Bar  Code  for  Electronic  Verification 


or* 


Auto  Return 

fttrn  Frtuicisco  Auto  Return 
450  tin*** 
tinix  Frraiciffco,  CA94U0J 
Fliuav:  415-*Q?-«UU 


JOESMrTH 

2758  HARRISON  STREET 
SAN  FRANCISCO  CA  94110 
CA  A1 234567 


10/02/2007 

364653 

0710011009 

ArtaA 


|  Make 

Model 

Color 

Body  1 

License  f 

VIN  5 

HOND 

CIVIC 

WHrr 

2D 

CA  -3NLV700 

2J  H  DK1 1 26SH 567279 

Vehicle  T owed  From 

Lot  Marne 

|  Lot  Section 

Tag  # 

!  Keys  Held 

300  GRAYSTONE  IRON  San  Francisco 


2  -  Pier70 


F60 


WHT322 


Vehicle  Towed  To 

Cal!  No 

Account 

Reason 

Description 

Tow  Date 

400  22nd  St 
San  Francisco 


0000000264957 


SFPDX  0710011009 


REC/851 


Recovery 


10/01/2007 


Call  Taken  Date  t  Time 


Completed  Date  /Time 


Storage  Out  Date  r  Time 


10/01/2007  02:35:00 

10/01/2007  03  29:00 

10/02/200714:21:00 

Driver 

iTruck 

Quantity 

Service  Description 

Service  Price 

Totall 

BAT 

AR 

2.0 

Passenger  1st  20  Hr.  af  4  Free 

50.00 

91.75 

BAT 

AR 

1.0 

SF  Admin  Fee-Excluding  Tickets 

70  50 

70.50 

BAT 

AR 

1.0 

$-Tow-Passenger  Vehicle 

168.25 

163.25 

Sub  T otal 

330.50 

Net  Total 

|  330.50 

Amount  Paid 

330.50 

Approval  Code:  aantfrarfe 

Cash 

330.50 

Balance 

0.00 

Released  To:  JOE  SMITH 


Signed 

Driver  License  Number 
Destination:  Pier  70 

Address:  400  22nd  St 

City:  San  Francisco 


01/20/2008 


Date 


NO  REFUNDS  OR  RETURNS.  BY  LAW  YOU  CAN  PROTEST  A  CITY 
AND  COUNTY  OF  SAN  FRANCISCO  VEHICLE  TOW.  YOU  MUST 
REQUEST  A  HEARING  WITHIN  30  DAYS  FROM  DATE  OF  TOW, 
CITATIONS  ASSOCIATED  WITH  THIS  TOW  MAY  NOT  BE 
INCLUDED  IN  TBIS  PAYMENT.  ANY  NECESSARY  NOTICES  WILL 
BE  MAILED  TO  THE  ADDRESS  ON  FILE  AT  DPT.  THANK  YOU. 
SFPD  (415)  553-1619 
DPT  (415)  701-5400 


Bar  Code  Used  with 
Wireless  Handhelds 
for  Quick  Vehicle 
Lookups  and 
Verification  of 
Payment  Status 


PAID 
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Standardized  Fees 

All  of  the  specific  towing  and  storage  fees  and  fines  can  be  configured  as  individual  “service  price 
items”.  A  wide  range  of  configuration  parameters  provide  the  capability  to  define  different  types  of 
“service  price  items”  and  control  how  each  item  can  and  cannot  be  used  in  relation  to  invoices.  The 
supported  service  price  item  types  include: 

■  Tow  Service  Fee  -  The  tow  service  price  item  type  is  used  to  configure  base  tow  fees  that  can 
differ  by  vehicle  class  and  distance  towed.  The  tow  service  fee  service  price  item  type  can  also  be 
used  to  configure  other  types  to  tow  fees  that  go  beyond  the  base  tow  fee,  such  as  secondary  tows 
between  storage  facilities,  additional  towing  fees  associated  with  the  use  of  specialized  equipment 
such  as  dollies,  and  extra  units  of  labor  associated  with  at  tow.  Any  type  of  towing  related  fee  can 
be  configured  as  a  standard  fee  with  the  appropriate  controls,  such  as  a  constraint  that  prevents 
data  entry  clerks  from  modifying  the  fee  amount. 

■  Storage  Service  Fee  -  The  storage  service  price  item  type  is  used  to  configure  daily  storage  fees 
that  are  automatically  applied  based  on  the  storage  check-in  and  check-out  times.  The  total  storage 
amount  is  based  on  a  standard  daily  rate  that  cannot  be  changed  by  the  user  and  is  calculated  from 
the  time  the  vehicle  arrives  at  the  storage  facility  until  it  exits  the  storage  facility.  The 
configuration  capabilities  are  flexible,  allowing  for  a  reduced  rate  for  the  first  day  of  storage  and  a 
“grace  window”  of  one  or  more  hours  during  which  no  storage  fees  are  accumulated,  but  after 
which,  the  storage  starts  to  accumulate  using  a  partial  rate  for  the  balance  of  the  first  day  and  the 
standard  daily  rate  for  all  subsequent  days. 

■  General  Service  Fee  -  The  general  service  price  item  type  is  used  to  configure  all  fees  that  are  not 
specifically  related  to  towing  or  storage.  This  can  include  various  administrative  fees,  penalties, 
fines,  and  delinquent  citation  amounts.  Other  miscellaneous  fees  for  extra  service  options  offered 
to  owners  can  also  be  configured.  Finally,  specialized  credit  fee  items  can  be  created  to  represent 
various  types  of  waivers  that  may  be  issued  to  offset  some  or  all  of  the  towing  and  storage  fees 
associated  with  a  vehicle. 


The  following  screen  provides  two  examples  of  service  price  items,  the  first  for  a  base  tow  fee  for 
passenger  vehicles  and  the  second  for  the  daily  storage  rate  for  passenger  vehicles. 
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AutoRetum 


Service  Price  Item  Definition  -  Base  Tow  Fee  Example 


AilniTfYKli  (iLimi  Win  hslipwt 


tne  Help 


San  riaiidiHCi}  AjjIullFJUirn 


Service  Price 


Enter  the  default  service  details 


lTI  Administration 
o-  C3  Company  Setup 
□  Customers,  Employees,  Tiucks 
9  l~1  System  Defaults 

D  Appointment  Calls 
Q  Class  Maintenance 
D  Customer  Type 
Q  Deslination  Maintenance 
Q  Equipment  Type 
D  GPS  System 

□  Hold  Type 

D  Holding  Agency 
Q  Invoice  Message 
Q  Invoice  Message  Group 
0  Invoice  Number 
Q  Lien  Type  Maintenance 
Q  loc  alien  Mairttori3M& 

D  Lot  Malnlenance 
Q  Nole  Mamlenance 
Q  Owner  Type 
D  Priority 
Reason 

Q  Required  Fields  Setup 
Service  Price 
Q  Service  Price  Groups 
D  Service  Price  Group  Atlachm' 
D  SlorageType 

□  Tax 
Q  Zone 

C3  Payment  Type 
>■  C3  Vehicle  Info 
o-  C3  Payment  Processing 
fr  d  Lien  Processing 


Type 

■TE3T 

TKOnty 

TowSWl 

De-stripnoh 

TE8TONLV  OONOTU3E 
ITKketS’  NonTowedVoniticht 
t  Tow  Out 

Pnco 

110005 

60  00 

GLGqdf 

17345576. 

TOWBirAljc 

TfmGfcJU:! 

S’ tow  Gut- Auction  Special 

S-  Tow  e  nck-Unabenderi 

GO  00 
■  25  00 

ItJwHF 

TcrwHfflO 

EfltliAdd  1«  Hr  fur  PisssV^h 
Add  174  Hi,  for  TvuoV 

37  00 

5tt-2S 

TtmHT 

EacUAdflN4Hr  forTVpon 

‘403 

TwvPG$ 

kt-  Tow  P  assongcr  t  ntr  NEW 

■I71.T5 

TowfrtG 

IS-TtjwTypflV 

337.25 

T  ctWREO  □  3 

rt-tcwTyprVfst  Hr- NEW 

m  00 

i 

nfowT 

S’ TUW- Hype  u 

;73c  00 

[ 

■TcwTOO 

•TranftforOS 

Jtt-Tuw.lypo  ll-NEW 
rt-LotTr,msfer  f  eoNEW 

232.50 

2i  ro 

L _ 

tianef&rFe 

rS-TriinsfE'rFee’2ftd  fdw 

71  SO 

Transferil 

s-TrafiEter  Fee-Type  n 

90.00 

r  — 

*+■ 

Service  Type  T owP  GL  Code] 

Description  I  $-Tow-Passenger  Vehicle 
Taxable 
Tax  1 


Tax  2 


_  ;UnttPrice|171  00_ 

v  + Amount  Only  /)  No  Over-ride 

Surcharge 

Amount  %  |  I 


Discountable 

Commission 

Commissionatrie 
Driver  Hat  Rate 
'•  Driver  Commission  0  00 


Storage  Rale;  *  u  n 
Hr st  Day  Rate  Exception 
For  Fir  si 

For  Next  24  hrs  Charge  ) 


Storage  Service  *  Tow  Service 


Sales  Flat  Rate 
»■  Sales  Commission 


Calculation  Type: 

hr®  Charge  $ 


r\ 


:  Tiered  7  Volumetric 


Service  Price  Item  Definition  -  Daily  Storage  Rate  Example 


Arlrniflfat  i  dl  imi  Woi  k^hetil 


Elle  yelp 


snri  ft  and  uco  am  nitoUM  n 


4 


^  C3  Company  Setup 
[3  Customers,  Employees,  Trucks 1 
?  C3  Syslem  Defaults 

Q  Appointment  Calls 
Q  Class  Maintenance 
Q  Customer  Type 
Q  Deslinalion  Maintenance 
EquipmentType 
[}  GPS  System 
Q  Hold  Type 
[Jl  Holding  Agency 
D  Invoice  Message 
Cl  Invoice  Message  Group 
Invoice  Number 
D  Lien  Type  Maintenance 
D  I.Qcation  M aiiilti  ri  afmf 
Q  Lot  Maintenance 
Cl  Note  Maintenance 
Q  Owner  Type 
Q  Priority 
Reason 

Q  Required  Fields  Setup 
D  Service  Price 
Q  Service  Price  Groups 
Q  Service  Price  Group  All acorni 
Q  SlorageType 
D  Tax 
Q  Zone 

Pi  PaymentTVpe 
□3  Vehicle  Info 
C3  Payment  Processing 
pTLmn  Sam  Processing 


Service  Price 


Enter  the  default  seme*  dotaits 


Typ*  Description 

ppi.v  iPPiTypeV 

PiCcliocii  i-Pr*  Collections  i  Payment 
PiCulteclZ  Payment 

PiCuNucCt  -vfWcoliecbons*3  Parfmern 
PiOC otflcl  ‘rf ’Pi  \b  Codec  Linn*  Paym aril 
Pi^mvoiei  %  ■  AR  Vaiot  Se  rric  e 
PstColletl  >S-PostCoHodion'5  Payment 
sVrYlcon  ibwn  or  Reiju  est-Spq  c  laibuow 

SlcitaguCSi  .GSt  Sloiago  -  Na  Charges 
SlamgeOne  Pa-seenger  tsl  70  Hi  rtf  4  s' roe 
SloraflNcmi  Nc  Storage-  Services  Only 
SloroMkyc  Molan^Q  20  Hi  nU  Free 


000 

■34.76 

0(Jll 

’ie.5t) 


SicneTypil  (type  n  ’  Req  2  S|an  spaces 

SloreTypV  Type  V-  Wrq  Rig  tteq  7  Stun* 
SiixTypV  Type  V  -  Biy  Rig  Rag  7  StuHs 
IEST  TESt  ONLT  DONUT  USE 

Sendee  Type  SlorePsngr  GL  Code 
Description  jPassenger  1  si  20  Hr  af  4  Free 

Taxable 

Tax  1  _  Tax  2  Tax  3 


,6500 

9675 

93.00 

wo  oo 


12345076 


Untt  Pr(ce]35  75 

✓  ■^Amount  Only  yj  Mo  Over-ride 

Sircharge 

Amount  % 


Dlscowtable  vl  storage  Service  Tow  Service  Inac 

Commission 

Commlsslonable 

Driver  Hal  Rate  Sales  Hat  Rate 

■I  Driver  Commissio-  0  00  Sales  Commlssio_  0.00 


Storage  Rale:  ^  Daily 
First  Day  Rate  Except  ion 
For  First  '* 

For  Next  20  hr®  Charge  $ 


Hourly  Weekly  Calculation  Type:  24  Hrs.  •  Calendar  Tiered  /Volumetric 


|  per  hr 
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DTS  supports  the  configuration  of  multiple  price  lists  called  “service  price  item  groups”  to  which  the 
individually  defined  “service  price  items”  can  be  associated.  Each  service  price  item  group  can  then 
be  associated  to  one  of  more  “accounts”  that  represent  specific  City  departments  and  agencies  for 
which  tows  are  conducted.  This  flexibility  allows  for  different  departments  and  agencies  to  define 
their  own  fee  structures.  The  screen  depicted  below  is  used  to  define  “service  price  groups”  consisting 
of  a  grouping  of  different  “service  price  items”. 


Service  Price  Group  Attachment  Screen  to  Define  Price  Structures  Varying  by  Account 


jwramlfirrfjfJon  Worksheet 


m  Help 
San  Francisco  AufoReturn 


Power*  <1  Dy  DTE 


dJ 


e-  C3  Company  Setup 

?  C3  Customers,  Employees,  Trucks 
Q  Customer  Profiles 
Q  Employee  Setup 
Q  Truck  Setup 

¥  [3  System  Defaults 

0  Appointment  Calls 
Q  Class  Maintenance 
0  Customer  Type 
Q  Destination  Maintenance 
Q  Equipment  Type 
0  OPS  Syslem 
Q  Hold  Type 
0  Holding  Agency 
D  Invoice  Message 
D  Invoice  Message  Group 
D  Invoice  Number 
D  Lien  Type  Maintenance 
0  Location  Maintenance 
Q  Lot  Maintenance 
Q  Note  Maintenance 
Q  Owner  Type 
Q  Priority 
Q  Reason 

0  Required  Fields  Setup 
0  Seivlce  Price 
Q  Service  Price  Groups 
D  Service  Price  Group  Attactmn 
0  Storage  Type 
□  Tax 
D  Zone 

o-  [3  Paymenl  Type 

<  a  1  T>P 


Service  Price  Group  Attachment 


Code 

Description 

A3RAMS 

Wifame  £  Sorts  Towing  _  | 

ALL 

Auto  Return  ■  ALL 

AH 

AuioRelujn  Internal 

COURT 

Courtesy 

DEPT  PH 

SF  Department  of  Public  Health 

dept -m 

SF  Department  of  Public  works 

OH 

Owner  Request 

PGE _ . 

- 


Service  Type 

Description 

OLCone  umiHrice 

1STII 

i  si  DaySigrage-tfiHjil 

103  25 

A 

1STM 

tel  DaySloraoeAfllrcya 

116  25 

1STP 

t  el  Day  8lqrage-PaeeVeh 

43G0 

ADJ 

4  Aciiusimsnl 

0.00 

ADJ-MF-II 

4'AdjuelmBnLMajc  Foas-Typii 

iO  00 

ADJ-MF-R 

4  AdEtislmanl  Max  Fees  Reg 

[0,00 

ADJ-MF-V 

slm  enl-  M  s*  F  eee-  Typv 

10  00 

ADMIN _ ^ 

SF  Admin  Fee- Excluding  Trckete 

170.50 

CMS 

Ouslanclinq  lb,  from  Tl.MS 

10.00 

Description! 

GL  Cede: 

Unit  Price: 

fiutttar ge  (tot: 

In  act iw 

SPnCffh:  JUuiiikif  F'ili.r 

Sorvtee  Prlca  Automation 


Uiii'  Sri^nrffi  IRTtd  I j hv  Exc  i?  pnml  Pr  i  r  m 

Lot  Transfer  Fee  Automation 


Automation  of  Pees 

The  previous  section  described  how  the  storage  fees  associated  with  a  vehicle  are  automatically 
calculated  based  on  a  daily  rate  using  the  recorded  storage  check-in  and  check-out  times.  Standard 
tow  fees  and  other  required  fees  such  as  standard  administrative  fees,  fines,  and  penalties  can  also  be 
automatically  applied  to  the  vehicle.  The  DTS  service  price  item  automation  configuration  parameters 
allow  for  any  number  of  fees  to  be  automatically  applied  at  the  point  that  the  towing  event  has  been 
recorded  as  completed.  The  types  of  fees  that  get  applied  automatically  can  be  controlled  based  on 
various  parameters  such  as: 

■  Reason  for  the  tow 

■  Towed  vehicle  class 

■  Towing  equipment  utilized 
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Based  on  the  standardized  fees  configuration  capabilities  combined  with  the  automated  fee  generation 
configuration  capabilities,  the  invoices  for  virtually  all  vehicles  can  be  automatically  generated  with 
the  click  of  a  button.  There  is  no  need  for  the  user  to  manually  add  the  required  fees  to  the  invoice  on 
a  one  by  one  basis.  The  advanced  invoice  generation  capabilities  of  DTS  provide  ample  controls  to 
ensure  that  all  required  fees  are  applied  to  the  vehicle  and  that  the  fees  are  properly  calculated. 


Payment  Processing 

AutoRetum  understands  that  the  City  will  employ  the  cashiers  that  will  collect  payments  from  vehicle 
owners  for  the  redemption  of  vehicles  and  that  these  payments  will  be  posted  used  the  cashiering 
software  application  provided  by  the  City.  AutoRetum  will  utilize  the  DTS  impound  management 
system  to  manage  the  vehicles  held  within  the  pounds  and  to  generate  the  necessary  invoices  that 
itemize  the  towing  and  storage  fees  and  fines  that  must  be  paid  by  the  owner  to  claim  the  vehicle.  The 
standard  DTS  invoice  can  be  generated  automatically  when  the  vehicle  owner  comes  to  the  impound 
facility  to  redeem  his  or  her  vehicle.  The  invoice  can  be  printed  and  provided  to  the  owner  prior  to  the 
owner  proceeding  to  the  City  cashiers  for  payment  processing.  When  the  invoice  is  issued  to  the 
vehicle  owner  it  will  provide  the  full  amount  of  fees  owed  for  the  vehicle  and  have  an  open  balance 
matching  the  total  fees  to  be  collected  by  the  City  cashiers.  Once  the  vehicle  owner  has  paid  all  the 
required  fees  and  given  a  payment  receipt  by  the  City  cashier,  AutoRetum  will  release  the  vehicle  to 
the  owner  within  15  minutes  of  being  presented  with  a  valid  payment  receipt  and  the  validation  of  the 
individual’s  authorization  to  legally  claim  the  vehicle. 

To  properly  account  for  all  the  required  fees  being  collected,  AutoRetum  will  define  a  special  payment 
type  in  the  DTS  system  to  represent  the  payment  receipts  issued  by  the  City  cashiers.  The  payment 
receipts  will  be  posted  in  the  system  to  offset  the  invoice  balance,  much  like  normal  cash,  credit  card, 
or  check  payments  would  be  applied  to  the  system.  This  approach  of  closing  out  all  invoices  within 
DTS  by  recording  the  payment  receipts  issued  by  the  City  will  allow  AutoRetum  to  provide  the  City 
with  invoice  and  payment  processing  reporting  that  can  be  used  to  reconcile  all  fee  and  payment 
processing  activity  on  a  daily  basis.  All  of  the  invoice  details  and  payment  processing  information  is 
captured  in  the  DTS  system  and  readily  accessible  on  the  “Invoice”  tab  of  the  “Call  Worksheet” 
window  that  is  the  primary  view  into  any  given  vehicle  record  within  the  system.  An  example  of  this 
screen  is  provided  on  the  following  page. 
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DTS  Call  Worksheet  -  Billing  Invoice  Information 


Call  Worksheet 

.  '  H  V 

File  UIIUtlBs  Message(s) 

Help 

0 

Unread  Meee  •()•<■) 

°TS 

1  Call  n  'auto 

|0000000264957 

DR#  (0710011009 

1  Tow  Date  |l  0AM  y2007  1  •w 

■EBI &SjAS£D 

General 

Motor  Club 
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.  i 

1  Company:! San  Francisco  AirtoRelurn 

▼  ' 

Name: 
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Oust  Oty  Pnce 

Amt  i 
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■  - - - * 

1  Accou  1  Police  Dept  -  San  Franasco 
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t 
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70-50 

Cwer 

Cay  iHKk 

Call  Back 

bat'  tovvP 

iSFPDK  1  00:  168.251 

160  2$ 

Trart  In.  I 01 044? 
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Exp  Dale 

w 

Reason 

Recovery 

Service  Level 

_ _ zb 

Call  Typ 

C1ass:|  ^  Equip:!  Reg 

'  ▼  " 

Cost  LimiJ 

l 

Mlg  Limil  /  Rate 

1  ~ 

AuthJ: 

M 

Send  To  Driver 

P 

Vehicle  Drh/er 

OiAmenUenHolder 

Yeai  '1995 

Make:  l  HONDA 

▼ 

i 

1 

Model.  'Crvic 

»  Color:  1  WHITE 

‘W 

1  RELEASED  TO 

- 

1 

1  Body:  j2D:2DOOR  D#j! _ 

First  Name  JOE 

1  i 

t  License  3NLV700 

Stole:  ica  ^  NOID: 

Last  Name  'SMITH 

Odom. 

VIN:i2JHDK1  1 26SH567270| 

Address  ■  2753  HARRtSCtf  STREET 

Uc  Tag  Yr:  12007 

Uc  Tag  Month:  |  APR 

City  SAN  FRANCISCO 

j  I 

Location 

State:  CA 

Zlp;]94110 

i 

1  4  'ii 
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Phone: 

Ext  ~ 

J] 

'  Seivice  ]  BWing 

I  Delete  Service  '  Create  Invoice 

1 

ID 
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Company 

1 

1  Address  J0O  GRAYSTONE 

License  A1234W 

iCalc  Estimate 

y  Remove  From  Lot 

1  Cross  St  IRON 

Stale:  CA 

- 

Swipe  i  cwi :  r 

Billing 

1  City  San  Francisco 

* _ |,VH 

Stale:  iCA  v 

Zip:  Zone:  |003  0 

▼I 

Owner  A.  Jen  Holder 

iMVtr  i  a*  uioi 

1364653  1  $0.00;  SO.OOl  SO.Ool 

i  Piv.  Total 
J33Q  50 

Billing  Addr  HD  Towing 

M  1  1. - - 

Destination 

Notes : 

Add  Note 

I 

2007-10-02  1 4:24  : 7 

Tuc  v/puipi  c  am 

Mr 

|  Destmali  Pusr  70 

AAAIINHUKANUb  WILL  rlUK  Ur 

— 

400  22nd  St 

i  me  vcniL'Lc 

"1 

Cross  S) 

!  Add  Payment  :  Preview 

Print 

City:  San  Francisco 

■ - — * —  t—  * - - 

J 

Lot)  Storage 

Lien  Sale  Invoice  Search 

Stale  CA  '*■ 

£ipt!  Zone:. 

w 

Cad  Customer 

Driver 

Invoice  Admin 

New 

1  Cancel  Cal  11  Save 

_ 

_ 

_ 

Invoice  and  Payment  Processing  Reconciliation 

DTS  provides  automated,  real-time  reports  to  extract  billing  invoice  and  payment  information  from  the 
system.  This  data  can  be  used  to  feed  financial  reporting  and  accounting  activities  outside  of  the 
system.  All  of  the  report  data  can  be  extracted  in  MS  Excel  or  other  electronic  (e.g.  CSV  file)  formats 
that  can  be  used  as  an  electronic  feed  of  information  for  downstream  processes.  There  are  two  specific 
reports  that  support  the  invoice  and  payment  reconciliation  process: 

■  Sales  Analysis  Report  -  This  report  provides  detailed  information  on  invoices  organized  by 
service  price  item  “codes”  for  account  summarization. 

■  Payments  Received  Report  -  This  report  provides  the  detailed  information  for  all  payments 
processed  within  the  system  (including  any  City  payment  receipts  posted  as  a  special  payment 
type). 


The  billing  invoice  and  payment  information  is  maintained  in  the  ARIES  Data  Warehouse,  which 
facilitates  custom  reporting  and  automated  data  extraction  for  integration  with  downstream  financial 
reporting  and  accounting  applications.  Examples  of  these  two  reports  are  depicted  on  the  following 
pages. 
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Sales  Analysis  Report 
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Payments  Received  Report 
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Improper  Removal  of  Vehicles 

AutoRetum  understands  that  the  company  is  solely  responsible  if  for  any  reason  a  vehicle  is  found  to 
be  missing  from  the  Auto  Pound  or  is  released  improperly  without  payment.  AutoRetum  has 
redundant  controls  implemented  to  prevent  the  improper  removal  of  vehicles  from  it’s  impound 
facilities.  Nonetheless,  the  company  recognizes  that  should  a  vehicle  be  removed  improperly, 
AutoRetum  must  reimburse  the  City  for  all  applicable  fees  and  fines  had  the  vehicle  been  redeemed 
through  the  normal  process  and  payment  collected  for  the  vehicle  release.  Should  a  vehicle  be 
removed  improperly,  the  applicable  fees  and  fines  will  be  calculated  to  include  all  days  the  vehicle 
would  have  remained  in  storage  prior  to  its  normal  disposal  or  release. 


Reimbursement 

AutoRetum  prides  itself  on  having  the  necessary  procedural  controls  in  place  to  prevent  the  improper 
removal  of  vehicles  from  its  impound  facilities,  as  well  as  the  accounting  controls  to  ensure  that  all 
applicable  fees  and  fines  are  calculated  and  applied  correctly.  Should  there  be  any  failure  in  these 
controls  resulting  in  a  revenue  shortage,  AutoRetum  will  cooperate  fully  with  the  City  to  determine 
the  exact  amount  of  the  shortfall,  providing  all  the  necessary  reporting  to  support  the  revenue  shortfall 
analysis.  Likewise,  AutoRetum  understands  that  the  City  will  bill  the  company  for  any  revenue 
shortfall  amounts  and  the  company  agrees  to  provide  prompt  payment.  Should  the  payment  not  be 
provided  promptly,  AutoRetum  acknowledges  that  the  City  may  offset  any  revenue  shortfall  amount 
against  any  amounts  the  City  may  owe  to  AutoRetum. 


6.  Vehicle  Release 


Vehicles  will  be  released  from  the  auto  pound  facility  pursuant  to  Chicago  Municipal  Code  9-92-80. 
Notices  will  be  clearly  posted  to  inform  owners  or  other  persons  entitled  to  possession  of  a  vehicle  of 
the  current  fees  and  hearing  procedures.  Each  facility  is  configured  with  an  area  to  allow  safe  staging 
and  removal  of  outbound  vehicles.  These  vehicles  are  Released  Tow  vehicles,  Transfers,  or  Auction 
Purchases,  and  can  be  removed  under  their  own  power,  or  via  transport  vehicles.  AutoRetum  will 
design  the  vehicle  pick-up  area  with  respect  to  employee  and  customer  safety,  as  well  as  efficient 
traffic  flow. 


7.  Customer  Service  Overview 


Chicago  residents  and  visitors  deserve  the  highest  levels  of  service  when  interacting  with  businesses 
and  the  City  government.  As  the  Company  has  done  in  San  Francisco,  AutoRetum  will  completely 
revamp  and  remodel  the  existing  towing,  storage,  and  retrieval  processes,  and  exceed  customer 
expectations.  Exceptional  customer  service  is  a  cornerstone  of  AutoRetum’s  business  operations. 
AutoRetum  believes  that  excellent  customer  service  makes  what  could  be  considered  an  unpleasant 
experience  for  vehicle  owners  into  one  that  is  as  fast,  efficient  and  hassle-free  as  possible.  This  also 
reflects  positively  on  the  CPD,  the  Department  of  Streets  &  Sanitation  and  the  Department  of  Revenue 
as  the  administrators  of  the  Contract,  as  well  as  on  the  City  of  Chicago  as  a  whole.  We  have  set  an 
outstanding  example  of  public  service  in  the  City  and  County  of  San  Francisco  and  intend  to  do  the 
same  in  Chicago.  We  will  improve  the  public’s  perception  of  the  towing  and  retrieval  process  by 
delivering  service  above  and  beyond  customer  expectations.  We  will  do  this  with  fast,  friendly, 
knowledgeable  responses  and  resolutions  to  all  inquiries  and  service  requests  from  customers. 
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AutoRetum  has  built  customer  service  into 
its  entire  operations — from  the  bottom  up 
and  top  down  —  through  training,  incentives 
and  thorough  performance  measurement. 

The  management  team  is  comprised  of 
industry  professionals,  all  of  whom  are  true 
advocates  of  excellent  customer  service. 
Every  employee  is  a  service  representative 
—  trained  and  equipped  to  handle  customer 
inquiries  and  service  needs. 

AutoRetum  is  a  24x7x365  operation.  At  all 
times,  we  maintain  sufficient  operational 
staff  and  equipment  to  respond  to  requests  and  provide  all  towing  services  required  by  our  municipal 
clients.  AutoRetum  also  provides  customer  vehicle  retrieval  services  -  24  hours  a  day,  7  days  a  week, 
365  days  a  year,  including  all  holidays. 


The  secret  to  success  of  any  services-oriented  business  is  the  quality  of  its  employees,  at  all  levels  of 
the  organization,  combined  with  the  well-defined  business  processes  and  technology  tools  that  enable 
staff  members  to  achieve  service  excellence.  AutoRetum  is  committed  to  hiring  the  best  individuals 
possible  and  providing  them  with  the  developmental  and  managerial  support  as  well  as  leading  edge 
technology  to  allow  us  to  provide  both  the  City  its  citizens  the  highest  level  of  service  possible. 

AutoRetum’s  corporate  philosophy  and  business  model  is  built  on  thorough  training,  ample 
compensation  and  incentive  programs  to  ensure  outstanding  customer  service.  The  primary  objective 
behind  our  compensation  and  rewards  programs  is  to  empower  all  of  our  employees  to  build 
excellence  into  the  tow,  storage,  and  retrieval  processes. 


AutoRetum’s  Keys  to  Excellent  Customer  Service  -  AutoRetum  has  built  customer  service  into  its 
entire  operations  -  from  the  bottom  up  and  top  down  -  through  training,  incentives,  and  thorough 
performance  measurement.  The  following  points  highlight  some  of  AutoRetum’s  management 
practices  that  drive  exceptional  customer  service: 

■  Customer  Service  Functional  Training  -  AutoRetum  provides  standardized  customer  service 
training  for  all  staff.  Training  is  based  on  the  general  fundamentals  of  superior  service,  including 
customer  interaction  skills  and  problem  resolution  techniques.  This  training  encompasses 
developing  and  conveying  a  friendly  and  professional  demeanor  towards  customers  and 
responding  to  customer  inquiries  as  quickly  and  efficiently  as  possible. 

■  Technical  and  Procedural  Training  -  All  AutoRetum  staff  are  well-trained  in  the  use  AutoRetum’s 
internal  systems  used  to  provide  information  and  service  to  the  public.  AutoRetum’s  service 
professionals  are  also  trained  in  City  regulations  and  policies  regarding  reasons  for  towing, 
guidance  on  ways  to  improve  parking  habits,  and  other  guidelines  for  City  street  parking. 

■  Professional  Service  Facilities  -  AutoRetum  maintains  all  of  its  service  facilities  according  to 
professional  standards  for  comfort  and  cleanliness  that  promote  a  positive  service  experience. 

■  Proactive  Service  Level  Management  -  AutoRetum  proactively  measures  its  customer  service 
performance  in  real-time,  which  allows  managers  and  supervisors  to  respond  to  shifting  demands 
for  service. 

■  Proper  Incentives  -  AutoRetum’s  corporate  philosophy  and  business  model  is  built  on  competitive 
compensation  and  incentive  programs  that  ensure  outstanding  customer  service.  The  primary 
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objective  behind  our  compensation  and  rewards  programs  is  to  empower  all  of  our  employees  to 
build  excellence  into  the  tow,  storage,  and  retrieval  processes. 

*  Continuous  Improvement  and  Feedback  Loop  -AutoRetum  is  committed  to  continuous 

improvement  by  soliciting  feedback  from  customers,  including  the  public,  CPD,  and  other  City 
agencies.  AutoRetum  will  offer  customers  prepaid  postage  feedback  forms  at  the  walk-in  service 
centers  and  by  mail  when  requested.  Customer  service  staff  members  ensure  that  feedback 
information  collected  from  customers  is  captured  in  our  systems  to  generate  ideas  and  contribute  to 
developing  service  improvements.  Feedback  forms  are  also  available  on  our  website. 


AutoRetum  is  deeply  committed  to  providing  outstanding  customer  service  throughout  our  towing  and 
vehicle  release  operations,  The  remainder  of  this  section  describes  AutoRetum’ s  customer  service- 
oriented  processes  and  the  channels  of  service  that  are  designed  to  exceed  the  expectations  of  our 
customers  and  the  City.  A  summary  of  the  customer  service  flow  is  presented  in  on  the  following 
page. 
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Overview  of  AutoReturn  Customer  Service  Process 


Customer 
Suspects  Vehicle 
has  been  Towed 


Customer  Calls 
City  Department 
(CPD/ DOSS ; 
DOR) 


1  Call  answered  by  live  dispatcher  who  can  assist  the  caller 

If  caller  believes  vehicle  may  have  been  stolen,  dispatcher  can  dispatch  an  officer  to  take  a  stolen 
vehicle  report 

Dispatcher  checks  towed  vehicle  records  to  determine  if  vehicle  has  been  recorded  as  towed 
1  Caller  referred  to  AutoReturn  (phone  system,  web  site,  or  walk-in)  service  center  for  assistance  in 
paying  fees  and  retrieving  vehicle 


Customer 
Contacts  City  of 
Chicago 
Information  Line 
(311) 


1  Call  answered  by  live  agent  who  can  provide  informational  assistance  and  query  towed  vehicle 
records  to  determine  if  vehicle  has  been  recorded  as  towed 

Caller  transferred  automatically  to  AutoReturn  customer  service  call  center  or  directed  to  visit  the 
AutoReturn  web  site  (www  autoreturn, corn)  or  one  of  the  AutoReturn  walk-ln  service  centers  for 
assistance  In  paying  fees  and  retrieving  vehicle 


■  Inquiry  handled  by  CPD  officer  or  staff  member 

■  If  customer  believes  vehicle  may  have  been  stolen,  CPD  officer  can  initiate  stolen  vehicle  report 

■  CPD  officer  or  staff  member  checks  towed  vehicle  records  to  determine  If  veliicle  has  been  recorded 

j  Customer  Goes  to  as  towed 

CPD  Precinct  •  Customer  referred  to  AutoReturn  (phone  system,  web  site,  or  walk-in)  service  center  for  assistance  in 

paying  fees  and  retrieving  vehicle 

l  ■  If  requested,  service  representative  provides  information  for  disputed  tows  (possibly  towed  In  error) 


Customer  Calls 
AutoReturn  - 
Option  for 
Automated  or  Live 
Service 


■  Caller  greeted  with  options  to  hear  information  in  English  or  Spanish 

■  Caller  given  options  of  automated  phone  "quick  service”  or  speaking  with  a  service  representative 

■  For  "quick  service"  option,  caller  led  through  automated  steps  to  locate  vehicle,  hear  itemized  fees, 
pay  by  credit  or  debit  card  receive  instructions  for  retrieval  of  vehicle,  and  select  premium  services  - 
throughout  process,  caller  given  repeated  options  to  transfer  to  a  live  service  representative 

-  For  live  service,  caller  Is  assisted  with  general  Information,  police  hold  information,  vehicle  look-up, 
fees  owed,  credit  or  debit  card  payment,  and  Instructions  for  retrieving  vehicle 


Customer  Goes  to 
AutoReturn  Walk- 
in  Service  Center 


Customer  takes  ticket  from  "take  a  number*  system  and  provided  with  "customer  service  checklist"  that 
reviews  basic  policies  and  procedures  and  explains  the  steps  required  for  vehicle  retrieval 
Customers  wl\o  Itave  already  paid  their  fees  via  the  phone  system  or  web  site  offered  priority  service 
for  'quick  retrieval"  -  priority  queue  will  route  these  customers  through  process  as  quickly  as  possible 

Customers  called  to  service  windows  by  queue  number  and  assisted  by  service  representatives  with 
general  information,  vehicle  look-up:  police  hold  information,  fees  owed,  payment  of  fees  (cash,  debit  / 
credit  /  ATM  card,  or  check),  and  instructions  for  retrieving  vehicle 


■  Web  site  offers  options  to  view  information  in  English  or  Spanish 

■  Customer  can  access  ‘quick  web  service"  feature  that  leads  customer  through  user-friendly  steps  to 

Customer  locate  vehicle,  be  advised  of  police  holds,  review  fees  owed,  select  from  premium  service  offerings. 

Accesses  pay  by  credlt/debit  card,  and  receive  Instructions  for  retrieval  of  vehicle 

AutoReturn  Web  ■  Web  site  also  provides  instructions  for  how  to  contact  AutoReturn  by  phone,  directions  and  rttaps  to 

Site  appropriate  AutoReturn  walk-in  service  facility,  and  answers  to  frequently  asked  questions 
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Timely  Capture  of  Information:  Speeds  and  Improves  Vehicle  Retrieval  Process 

When  retrieving  a  towed  vehicle,  Chicago  vehicle  owners  want  fast  and  efficient  service.  Expediting 
the  vehicle  retrieval  process  is  one  of  AutoRetum’s  main  goals.  The  way  we  accomplish  this  is 
ensuring  streamlined  activities  at  each  step  of  the  vehicle  retrieval  process.  In  our  San  Francisco 
operation,  the  average  time  a  customer  waits  to  be  served  is  82  seconds  and  average  time  taken 
servicing  each  customer  service  time  is  21 1  seconds  -  proof  that  we  get  our  customers  in  and  out 
quickly  and  efficiently. 

Technology  has  enabled  tremendous  breakthroughs  in  providing  service  to  customers.  AutoRetum’s 
fundamental  service  model  is  structured  around  maximizing  all  that  we  can  do  to  make  the  service 
experience  better  for  both  the  customer  and  our  employees.  AutoRetum’s  customer  service  employees 
have  the  training  and  tools  that  allow  them  to  provide  quick, 
efficient,  and  courteous  support  to  our  customers.  As  in  other 
areas  of  the  company’s  operations,  the  technology  for  the 
service  team  is  tailored  to  the  needs  of  this  critical  function. 

Through  AutoRetum’s  ARIES  technology  platform,  the 
customer  service  staff  has  continuous  access  to  all  information 
pertaining  to  a  towed  vehicle’s  location  and  status.  This  begins 
the  moment  a  tow  is  dispatched  to  pick  up  a  vehicle  and 
continues  through  to  the  final  step  in  its  release  or  disposal  as  an  unclaimed  vehicle.  At  any  time 
during  this  process,  customer  service  staff  can  relay  to  customers  vital  information  about  fees,  release 
requirements,  and  applicable  state  and  local  motor  vehicle  rules  and  regulations.  This  has  enabled 
AutoRetum  to  revolutionize  the  vehicle  retrieval  process,  transforming  it  from  a  '‘tow-centric”  to  a 
“customer-centric”  model. 

AutoRetum’s  industry  changing  towing  practices  provide  several  advantages  to  the  City: 

■  There  is  no  time  delay  between  when  a  vehicle  is  towed  and  when  the  vehicle  information  is 
available  through  our  tow  tracking  system. 

■  The  vehicle  owner  (via  phone,  Internet  or  walk-in  center)  will  know  exactly  where  their  vehicle  is 
at  any  given  time.  They  will  also  have  access  to  clear  instructions  on  how  to  retrieve  the  vehicle. 

■  The  City  will  have  complete,  real-time  access  to  all  the  information  related  to  each  tow. 

■  Ready  access  to  critical  data  enables  AutoRetum  to  provide  excellent  customer  service. 


“Access  to  information  at  the  point-of- 
tow  is,  perhaps,  the  single  most 
important  factor  that  makes 
AutoRetum ’s  approach  customer¬ 
centric  versus  tow-centric.  ” 

John  Wicker ,  CEO ,  TEGSCO 


Our  customers  have  instantaneous  access  to  the  information  and  can  get  specific  vehicle  retrieval 
information  by  three  main  service  channels: 

■  Channel  1:  Customer  Service  Center  (“Walk-in  Service”) 

■  Channel  2:  Phone  Service 

■  Channel  3:  Internet  Service 


Each  of  the  three  service  channels  provides  customers  and  City  officials  with  real-time  information 
and  service  through  the  use  of  the  common  underlying  systems  and  databases.  The  next  sections 
detail  the  process  and  the  channels  that  customers  can  use  to  access  service  and  information. 
AutoRetum  has  developed  processes  and  access  points  that  make  it  easy  for  today’s  busy  individuals 
to  quickly  gather  complete  information  about  their  car  and  expedite  its  release,  allowing  them  to  get 
on  with  their  day. 
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8.  Customer  Service  Centers 

Channel  j  —  Customer  Service  Center  (“IV a  Ik- in  Service") 

The  customer  service  centers  provide  the  most  direct  service  to  our  customers  through  face-to-face, 
personalized  interactions.  AutoRetum’s  towing  operations  model  for  Chicago  calls  for  vehicles  (in 
most  cases)  to  be  towed  to  the  facility  that  is  nearest  to  the  tow  location.  This  means  that  customers 
can  quickly  get  to  the  appropriate  service  center  from  wherever  the  vehicle  is  located  at  the  time  that  it 
is  towed. 

AutoRetum’s  customer  service  centers  will  be  sufficiently  staffed  to  prevent  unnecessary  wait  times 
and  to  expedite  vehicle  releases.  During  the  business  day  and  extending  through  peak  hours,  the 
centers  are  staffed  with  representatives  as  well  as  managers  and  team  leads  to  handle  escalations  and 
address  concerns.  All  service  representatives  are  trained  in  a  consistent  manner  across  all  AutoRetum 
service  operations.  All  representatives  are  thoroughly  trained  in  service  excellence  as  well  as 
extensive  AutoRetum  policies  and  procedures,  the  particulars  of  the  towing  industry,  and  state  and 
local  motor  vehicle  regulations.  For  more  information  on  our  policies  and  procedures,  please  see 
Appendix  N:  AutoRetum  Policies  Manual  and  Appendix  O:  AutoRetum  Procedures  Manual. 


Multilingual  Slide  Shows  on  Flat  Pcmej  Televisions 

In  the  customer  service  area,  AutoRetum  will  install  at  least  two  20"  flat  panel  monitors  to  run  a  City- 
approved,  continuously  looping,  multi-lingual  slide-show  to  inform  vehicle  owners  about  the 
impoundment  and  redemption  process. 


Sophisticated  Queue  Management  Technology. 

AutoRetum  utilizes  modem  queue  management  technology  within  its  walk-in  service  centers  to 
improve  the  quality  and  efficiency  of  the  customer  service  experience  and  capture  detailed  metrics  on 
the  walk-in  service  wait  times  and  overall  performance.  When  customers  enter  the  service  facility, 
they  first  stop  at  a  user-friendly  kiosk  that  allows  the  customer  to  “check  in”  for  service  and  be  routed 
to  the  most  appropriate  virtual  “queue”.  This  eliminates  the  need  for  customers  to  stand  in  line 
waiting  for  service  and  allows  them  to  move  freely  around  the  customer  service  center  lobby,  taking 
advantage  of  seating  provided  for  the  comfort  of  customers  while  they  wait.  The  average  customer 
wait  time  at  our  San  Francisco  walk-in  center  is  73  seconds. 

The  kiosk  serves  as  a  virtual  greeter,  providing  the  customer  with  a  numbered  ticket  that  indicates 
their  place  in  the  queue  as  well  as  other  useful  information  to  help  streamline  the  customer  service 
experience.  The  kiosk  supports  multiple  languages,  currently  offering  service  in  English  and  Spanish, 
with  the  option  for  additional  languages  to  be  added  in  the  future.  The  queue  system  includes  a  large, 
wall-mounted  display  monitor  that  provides  customers  with  a  real-time  graphical  display  of  the  current 
queue  status  and  each  customer’s  individual  place  in  the  queue,  by  their  queue  number.  When  the  next 
customer  service  representative  becomes  available,  the  queue  system  issues  an  audible  multi-lingual 
announcement  directing  the  customer,  by  their  queue  number,  to  the  service  window  of  the  available 
agent.  The  queue  system  keeps  detailed  information  about  each  customer,  including  the  customer’s 
arrival  time,  the  time  at  which  the  customer  is  called  to  the  service  window,  and  the  point  at  which  the 
customer’s  service  needs  have  been  satisfied.  The  figure  on  the  following  page  illustrates  the  essential 
features  and  capabilities  of  the  queue  system. 
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Proactive  Monitoring  of  Service  Metrics 

To  proactively  monitor  customer  service  levels,  AutoRetum  utilizes  the  extensive  monitoring  and  reporting 
capabilities  provided  by  ARIES.  The  AutoRetum  Dashboard  (illustrated  on  the  following  page)  provides 
real-time  data  regarding  critical  service  level  measures  such  queue  length  and  wait  times  for  both  walk-in 
and  phone  service.  Customer  service  supervisors  and  managers  use  this  screen  to  track  responsiveness  and 
make  staffing  adjustments  to  meet  with  changing  service  demands.  For  example,  if  the  manager  or 
supervisor  on  duty  sees  that  walk-in  service  wait  times  are  exceeding  targeted  wait  times,  resources  from 
other  functions  can  be  shifted  to  the  customer  service  windows  to  bring  the  services  back  in  line  with  desired 
service  levels  expected  by  both  AutoRetum  and  the  City.  The  Dashboard  provides  service  managers  and 
supervisors  with  the  real-time  data  to  proactively  manage  service  levels  within  acceptable  limits. 

In  addition  to  the  real-time  Dashboard  and  other  proactive  alerting  tools,  ARIES  provides  detailed  reporting 
to  document  all  aspects  of  customer  service  performance.  The  range  of  reports  includes  the  following  partial 
list,  each  of  which  can  be  generated  for  varying  periods  of  time  (monthly,  weekly,  daily): 

■  Periodic  service  volume  measures: 

Total  number  of  phone  calls 
Total  number  of  walk-in  customers 

■  Response  time  measures: 

Average  /  maximum  phone  queue  wait  times 
Average  /  maximum  walk-in  service  wait  times 

■  Service  time  measures: 

Average  /  maximum  phone  service  times 
Average  /  maximum  walk-in  service  times 


AutoRetum  will  work  with  the  Department  of  Streets  and  Sanitation  and  the  Department  of  Revenue  to 
establish  the  levels  of  service  desired  by  the  City.  The  service  level  metrics  reports  will  be  made  available  to 
the  City  through  a  secure  area  of  AutoRetum’ s  website,  where  City  officials  can  directly  access  these  reports 
on  an  on-demand  basis  to  monitor  activities  within  the  AutoRetum  service  centers.  AutoRetum’ s  reporting 
capabilities  as  well  as  sample  reports  are  provided  in  Appendix  K:  AutoRetum  Sample  Reports. 
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AutoReturn  Dashboard:  Proactive  Management  of  Critical  Service  Levels 
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9.  Phone  System  -  311 


Channel  2  -  Phone  Service 


Customer  Service  Representatives:  Our  customer  service  representatives  are  available  at  all  times  (365  days 
-  24  x  7)  to  respond  to  calls  from  our  customers.  AutoRetum  provides  a  single,  publicly  available  customer 
service  telephone  number  that  the  public  can  call  for  information  regarding  towed  vehicles.  The  customer 
service  phone  number  is  separate  and  distinct  from  the  non-public,  dedicated  number  that  is  used  by  the  City 
to  contact  AutoRetum  regarding  tow  requests  and  other  inquiries  from  the  City.  The  phone  system  provides 
two  main  alternatives  to  callers  (with  the  option  to  easily  switch  from  one  to  the  other  mid-stream): 

■  Navigate  through  AutoRetum’s  interactive  voice  response  (“IVR”)  self-service  options 

■  Speak  to  a  customer  service  representative 


Both  the  self-service  and  agent-assisted  options  provide  the  customer  with  the  ability  to  obtain  vehicle 
information  and  pay  all  fees  required  to  obtain  the  release  of  a  vehicle.  At  any  point  in  the  IVR  self-service 
workflow,  the  caller  can  opt  to  break  out  of  the  automated  system  in  order  to  speak  with  a  live  service 
representative. 

AutoRetum  strives  to  answer  all  calls  with  a  “live”  service  representative  within  the  service  metric  guidelines 
negotiated  with  the  City.  Callers  will  never  receive  a  busy  signal  as  all  incoming  calls  are  held  in  an 
automated  queue  until  the  next  service  representative  becomes  available.  All  callers  are  greeted  with  an 
intuitive  automated  telephone  menu  that  provides  self-service  capabilities,  as  well  as  an  easy  transfer  option 
to  a  live  telephone  representative.  For  callers  waiting  to  speak  to  a  customer  service  representative,  the 
phone  system  provides  the  caller  regular  updates  of  the  caller’s  status  in  the  queue.  The  system  notifies 
AutoRetum  staff  when  acceptable  service  metric  “threshold”  values  are  exceeded.  The  proactive 
notifications  allow  AutoRetum  managers  and  supervisors  to  make  staffing  adjustments  to  respond  in  real¬ 
time  to  service  level  issues. 


Sophisticate^  Automated  Phone  Technology?:  AutoRetum’s  call  center  is  built  on  top  of  the  industry  leading 
Cisco  “Voice  over  IP”  (“VoIP”)  telephone  system,  including  high-tech  interactive  voice  response  (“IVR”) 
technology.  The  Cisco  VoIP  telephone  system  integrates  with  AutoRetum’s  proprietary  ARIES  system  to 
support  state  of  the  art  self-service  capabilities  to  customers  that  include: 

■  Vehicle  lookup  by  entering  the  license  number  on  the  phone  key  pad  (and  through  voice  recognition  in 
the  future) 

■  Retrieval  of  vehicle  status  and  instructions  for  obtaining  the  vehicle’s  release 

■  Self-service  payment  processing  with  credit  and  debit  cards  (allows  the  customer  to  bypass  the  walk-in 
service  process) 

■  Ability  to  transfer  to  a  live  service  representative  at  any  time  (by  pressing  “0”) 

■  Measurement  of  key  call  statistics  to  produce  reports  on  required  service  levels  management 


The  phone  system  utilizes  the  IVR  capabilities  to  provide  basic  information  to  callers  in  multiple  languages 
(English,  Spanish,  and  potentially  others  if  desired)  for  the  diverse  Chicago  population  and  its  visitors. 
AutoRetum  deploys  its  telephony  infrastructure  with  all  of  the  necessary  telephone  lines,  hardware,  software, 
and  ensures  that  the  configuration  of  the  automated  phone  system  is  robust  enough  to  handle  peak  call 
volumes  and  workloads. 
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The  capabilities  of  the  automated  phone  system  are  highlighted  in  the  figure  on  thq  following  page  and  the 
foil  details  of  the  automated  call  flow  are  outlined  in  Appendix  M:  AutoReturn  Phone  System  Self- 
Service  Flow.  This  plan  visualizes  how  the  design  of  our  telephony  systems  allows  AutoReturn  to  provide 
timely  and  accessible  phone  access.  Additionally,  this  plan  highlights  the  cutting  edge  features  that  are 
offered  to  customers  in  the  automated  phone  system. 


Automated.  Phone  System  Complies  with  Chicago  Requirements 

The  AutoReturn  phone  system  is  already  operational  24  hours  a  day  7  days  a  week,  and  provides  a  wealth  of 
information  in  both  English  and  Spanish.  Our  system  is  easy  to  configure  and  upon  contract  award,  will  be 
modified  to  comply  with  the  requirements  set  forth  in  the  Scope  of  Services  XIII.B. 

The  phone  system  currently  handles  more  that  12  calls  simultaneously  and  enables  the  vehicle  owner  to 
retrieve  any  and  all  of  the  following  information: 

■  Pound  where  Vehicle  is  impounded 

■  Charges  necessary  to  redeem  a  Vehicle 

■  Towing  &  Daily  Storage  Fee  Schedule 

■  Inventory  Number 

■  Pound  locations 

■  Claim  Inquiry 

■  Operating  hours  of  each  Pound 

■  Necessary  documents  to  prove  ownership 

■  Pound  phone  numbers 

The  system  also  enables  callers  to  exit  the  automated  system  and  speak  to  a  live  customer  service 
professional  at  any  point. 


AutoReturn 


Proprietary  and  Confidential  to  AutoReturn 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


62 


Proposal  to  the  Chicago  Department  of  Streets  &  Sanitation  and  Department  of  Revenue 


AutoRetum  -  Automated  Phone  System  Call  Flow 


AutoRetum 


Proprietary  and  Confidential  to  AutoRetum 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


Proposal  to  the  Chicago  Department  of  Streets  &  Sanitation  and  Department  of  Revenue _ 

10.  Website- 311 

Channel  3:  Internet  Service 

Vehicle  owners  will  be  able  to  access  the  AutoRetum  website  flitlp://www,au  toreturn.com/)  to  obtain 
information  and  to  process  the  release  and  return  of  their  vehicles.  The  existing  AutoRetum  website  for  San 
Francisco  will  be  enhanced  to  include  specific  content  and  features  to  meet  the  needs  of  Chicago.  Once  the 
AutoRetum  website  has  been  enhanced  for  Chicago,  it  will  offer  a  complete  array  of  Chicago-specific 
content  and  a  robust  set  of  self-service  capabilities: 

■  Vehicle  lookup  by  the  following  parameters: 

Vehicle  License 

Vehicle  Identification  Number  (“VIN”) 

Vehicle  Make 
Vehicle  Model 
Vehicle  Year 
Vehicle  Color 
Tow  Date 

■  Retrieval  of  vehicle  status  and  instructions  for  obtaining  the  vehicle’s  release 

■  Self-service  payment  processing  with  credit  and  debit  cards  (allows  the  customer  to  bypass  the  walk-in 
service  process) 

■  Contact  information  (phone  /  fax  /  email) 

■  On-line  form  for  submitting  service  inquiries,  feedback,  and  complaints 

■  On-line  form  for  initiating  a  vehicle  or  property  damage  /  loss  claim 

■  Maps  to  customer  service  and  storage  lot  locations 

■  Answers  to  frequently  asked  questions  (“FAQs”) 

■  Vehicle  auction  information: 

List  of  vehicles  for  upcoming  auctions 
Photos  of  featured  vehicles  for  upcoming  auctions 
Vehicle  auction  results  for  past  auctions 
Auction  policies 

■  User  resources  &  links  (provided  in  both  English  and  Spanish)  -  useful  items  include,  but  are  not  limited 
to: 

City  agency  contact  information 
Vehicle  legal  code  information 
Important  notices 
Detailed  policies  and  procedures 
Downloadable  claim  and  complaint  forms 
Etc. 

-  Site  map 
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■  Website  help  page 


All  of  these  capabilities  exist  today  on  the  San  Francisco  AutoRetum  website,  except  the  ability  to  accept 
self-service  payments  online  (which  has  been  delayed  due  to  decisions  by  the  San  Francisco  officials  and  not 
due  technical  feasibility  concerns).  The  AutoRetum  website  vehicle  search  page  is  presented  in  the  figure  on 
the  following  page. 
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AutoReturn  Website  ('www.autoretnru.com):  Vehicle  Search  Page 
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11.  Complaint  and_  Claims  Resolution 

As  part  of  its  commitment  to  superior  customer  service,  AutoRetum  takes  care  to  treat  all  service  complaints, 
vehicle  damage  claims  and  personal  property  claims  with  the  utmost  care  and  professionalism.  The  group 
responsible  for  managing  all  three  of  these  areas  is  the  Quality  Assurance/Claims  (“QA”)  team.  For  its  San 
Francisco  operations  AutoRetum  has  a  dedicated  team  of  three  (3)  QA/Claims  professionals.  In  Chicago, 
AutoRetum  will  employ  a  QA  team  scaled  to  effectively  meet  the  needs  of  our  customers. 

Across  each  of  it  city-specific  operations,  AutoRetum’ s  Quality  Assurance/Claims  Departments  are  the 
primary  responsibility  of  the  Vice  President  of  Towing  and  Quality  Assurance,  who  has  company-wide 
responsibility  for  the  complaint  and  claim  resolution  process  as  well  as  proactive  programs  to  reduce  the 
frequency  of  new  complaints  and  claims.  Within  each  city,  the  day-to-day  complaint  and  claim  resolution 
process  is  administered  by  the  local  QA/Claims  team,  led  by  a  local  Claims  Manager.  The  Claims  Manager 
in  Chicago  is  ultimately  accountable  for  all  QA  related  matters  within  the  Chicago  operations.  The  Claims 
Manager  is  supported  by  QA  Administrators,  each  of  whom  will  receive  thorough  training  in  industry 
standard  practices  and  AutoRetum  procedures  for  complaint  and  claim  resolution.  In  addition,  the  process  is 
supported  by  the  Customer  Service  team,  often  as  the  first  point  of  contact  for  both  complaints  and  claims. 


“Complaints"  Versus  “Claims  " 

AutoRetum  delineates  the  process  for  “complaints”  and  “claims”  as  two  distinct  and  differing  processes. 

This  is  due  in  part  to  the  method  of  receiving  them:  complaints  often  come  directly  to  Customer  Service;  and 
claims  usually  are  received  directly  by  the  Quality  Assurance/Claims  department  or  through  one  of 
AutoRetum’s  Inventory  Control  Person  who  assist  customers  with  the  physical  release  of  vehicles.  The 
division  is  also  due  to  the  nature  of  the  processes:  complaints  are  normally  due  to  service  issues,  whereas 
claims  are  focused  on  vehicle  property  loss  and  physical  damage.  The  Customer  Service  department  is 
thoroughly  trained  to  handle  complaints,  while  the  QA/Claims  department  is  best  equipped  and  skilled  to 
resolve  claims. 

AutoRetum’s  complaint  and  claim  resolution  processes  are  thoroughly  documented  in  Appendix  P: 
AutoRetum  Complaints  and  Claims  Manual.  Upon  Contract  award  and  prior  to  the  launch  of  the 
Chicago-based  Operations,  this  manual  will  be  adapted  to  the  specific  needs  of  the  complaint  and  claim 
resolutions  processes  that  are  best  suited  for  the  Chicago  operations.  The  initial  draft  of  the  Chicago-specific 
process  will  be  provided  to  the  City  for  feedback  and  comments  before  finalizing  the  document  for 
operational  purposes.  It  is  anticipated  that  the  policies  and  procedures  for  Chicago  will  not  differ 
substantially  from  those  in  San  Francisco. 


Complaint  Resolution  Process 

AutoRetum’s  philosophy  for  responding  to  complaints  is  very  simple  and  has  been  remarkably  successful  in 
our  San  Francisco  operations.  In  San  Francisco,  AutoRetum  has  had  tremendous  success  with  responding  in 
real  time  to  customer  concerns  and  issues  in  a  way  that  tends  to  satisfy  customers  the  vast  majority  of  the 
time,  eliminating  the  need  for  a  formal  complaint  to  be  filed.  Each  and  every  employee  who  has  interactions 
with  customers  is  empowered  to  do  as  much  as  possible  to  resolve  customer  issues  before  they  escalate  into 
larger  concerns.  Our  Customer  Service  Representatives  and  Storage  Specialists  all  receive  formal  customer 
service  training,  including  techniques  for  responding  appropriately  to  customer  concerns  and  issues.  Every 
employee  is  trained  to  do  whatever  is  within  their  control  to  resolve  a  customer  issue.  If  the  issue  cannot  be 
resolved  on  the  spot,  the  front  line  employees  are  trained  to  escalate  the  issue  immediately  to  a  team  lead  or 
manager  who  can  better  assist  the  customer.  AutoRetum’s  team  leads  and  managers  have  received  more 
intensive  customer  service  training  and  have  been  empowered  to  an  even  greater  extent  to  resolve  customer 
issues  on  the  spot. 
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As  standard  practice,  an  AutoRetum  manager  who  takes  accountability  for  a  customer’s  issue  or  concern 
then  takes  responsibility  for  addressing  the  issue  to  the  customer’s  satisfaction  within  minutes,  hours,  days, 
or  weeks.  Each  and  every  customer  issue  is  given  the  time  and  attention  that  it  deserves  until  the  issue  has 
been  resolved. 

Due  to  this  proactive  and  instant  resolution  approach,  formal  (written)  complaints  are  few  and  far  between. 
These  formal  complaints  are  subsequently  handled  by  AutoRetum  managers.  Prior  to  AutoRetum,  the  City 
of  San  Francisco  was  forced  to  respond  to  10  to  20  complaints  per  month.  During  AutoRetum’ s  tenure,  the 
number  of  formal  complaints  has  dropped  to  fewer  than  10  per  year. 


AutoReturn  Will  Comply  with  Chicago  Processes  and_ Procedures 

The  AutoRetum  Complaint  Resolution  Process  is  depicted  on  the  following  page.  While  AutoRetum  prefers 
to  implement  its  techniques,  which  have  been  proven  to  be  highly  effective,  the  Company  will  adjust  its 
procedures  to  comply  with  those  outlined  in  the  scope  of  services. 
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AutoReturn  Complaint  Resolution  Process  Overview 
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In  the  rare  instances  when  an  AutoRetum  customer  wishes  to  file  a  formal  complaint,  AutoRetum  is 
equipped  to  receive  the  complaint  in  a  manner  that  best  suits  the  customer: 


•  Any  customer  can  go  to  the  AutoRetum  website  and  use  the  electronic  comment  and  complaint 
form  to  submit  a  formal  complaint  to  the  AutoRetum  Customer  Service  Team.  The  on-line 
complaint  form  can  be  viewed  on  the  San  Francisco  AutoRetum  website: 

http://www.autoretum.com/coiitact/feedback.phu  [online  submission  method] 

■  Any  customer  can  fill  out  the  paper  version  of  the  AutoRetum  Feedback  and  Comment  form, 
which  can  be  submitted  in  person  to  any  AutoRetum  Customer  Service  representative,  mailed  to 
the  AutoRetum  office,  or  returned  via  fax.  The  AutoRetum  Feedback  and  Comment  form  is 
available  to  customers  at  our  sites,  can  be  requested  by  phone,  or  obtained  from  the  AutoRetum 
website.  The  printable  form  can  be  viewed  on  the  San  Francisco  AutoRetum  website  at  the 
following  location: 

htto://www.autoretum.com/resources/Autoretum  Feedback  Form.pdf  [printable  form] 

When  a  formal  complaint  has  been  filed,  it  is  generally  because  the  customer  wishes  to  have  an 
official  record  of  their  issue  or  concern.  Whether  the  issue  or  concern  is  filed  as  a  formal  complaint  or 
not,  AutoRetum  takes  the  same  care  to  ensure  that  the  customer’s  issue  or  concern  is  addressed  in  a 
way  that  best  satisfies  the  customer.  AutoRetum’ s  policy  is  that  all  customers  will  receive  a  response 
to  their  formal  complaint  within  five  (5)  business  days  and  regular  status  updates  until  the  matter  is 
resolved. 

All  formal  complaints  are  tracked  in  a  permanent  log  and  reported  to  the  City’s  contract  administrators 
on  a  weekly  basis  as  part  of  the  AutoRetum  Weekly  Management  Report 


Continuous  Proc  ess  Improvement  Based  on  Customer  Feedback 

One  of  the  benefits  of  tracking  and  reporting  on  complaints  is  the  opportunity  to  improve  processes  in 
our  service.  When  appropriate,  and  in  keeping  with  City  contract  requirements,  AutoRetum  has  made 
changes  and  enhancements  to  its  processes  and  policies  to  better  serve  the  public.  Formal  complaints 
are  reviewed  by  the  management  team  during  regular  meetings.  Occasionally  a  service  change  is 
simple  and  can  be  implemented  immediately;  others  are  more  complicated  and  may  involve  dialogue 
with  the  City.  In  both  cases,  the  intent  is  to  ensure  the  customer  needs  are  addressed  and  incorporated 
into  AutoRetum’ s  business  practices  whenever  possible. 
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AutoReturn  Comment  Card 


or* 

AutoReturn 

AutoReturn  strives  to  provide  excellent  customer  seivice.  We  want  to  do  everything  we  can 
to  continually  improve  your  service  experience.  Please  tell  us  what  we  did  that  you  liked  or  if 
there  is  anything  we  could  be  doing  better.  Your  feedback  and  ideas  are  very  important  to  us. 

Thank  You,  AutoReturn 

CUSTOMER  COMMENTS 

Date: 

Customer  Name: 

Date  of  Visit: 

Name  of  Customer  Sendee  Rep:  _ _ 

Comment' Complaint: 


If  you  would  like  us  to  contact  you,  please  fill  in  the  information  belowr  and  indicate  which  is 
your  preferred  contact  method. 


□ 

Address: 

□ 

Phone: 

□ 

Email: 

Please  return  this  foras  to  a  Customer  Service  Representative,  or  by  email:  sen* ice;tf jautoietuia.com. 

Yon  can  also  mail  it  back  to  us  at:  San  Francisco  AutoReturn.  450  7th  Street,  San  Francisco,  CA  94103. 
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V ehide  Damage  and  Personal  Property.  Claim  Resolution  Process 

AutoRetum’s  QA/Claims  Team  is  devoted  to  ensuring  that  each  and  every  vehicle  in  our  care  is 
returned  to  the  owner  in  the  same  condition  in  which  it  was  towed.  As  a  matter  of  course  in  our  daily 
operations,  AutoRetum  has  instituted  best  practices  and  policies  which  reduce  the  negative  impact  to 
vehicles.  Both  employees  and  towing  subcontractors  are  trained  to  understand  the  impact  of  claims  to 
the  business  and  their  individual  performance.  Towing  subcontractors  are  measured  on  their  damage 
and  loss  rates,  which  can  be  tracked  down  to  an  individual  driver  level.  Subcontractors  who  do  not 
meet  our  high  standards  of  compliance  and  service  face  disciplinary  action  including  suspension  of 
duties  up  to  and  including  removal  from  authorized  towing  duties.  For  its  internal  staff,  AutoRetum 
has  a  zero  tolerance  policy  for  any  property  loss  and  negligent  treatment  of  vehicles.  If  in  the  course 
of  an  investigation  into  property  loss  or  damage  an  employee  is  found  to  be  responsible,  AutoRetum 
will  discipline  the  employee  in  a  manner  that  may  lead  to  dismissal. 

The  AutoRetum  Claim  Resolution  Process  is  depicted  on  the  following  page. 
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To  initiate  a  claim  for  damage  or  property  loss,  the  customer  is  given  the  AutoRetum  Claim  Form  - 
Damage  /  Property  Loss  that  is  pictured  on  the  following  page.  The  AutoRetum  website  provides  the 
customer  two  methods  for  submitting  a  claim: 


The  customer  can  also  submit  a  claim  electronically  using  the  on-line  claim  form  that  is  provided 
on  the  San  Francisco  website  and  that  would  also  be  available  on  the  website  for  Chicago: 

http://www.autoretum.com/contact/claims.php  [online  submission  method] 


■  The  customer  can  download  the  claim  form  from  our  San  Francisco  website  in  the  same  way  that 
the  form  would  be  available  on  our  Chicago  website: 


http://www.au  lwctum.com/files/ AutoRetum  Claim  Form.pdf  [printable  form] 
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or* 

AutoReturn 

Dispatch  Log  # 

CLAIM  FORM 

Date  of  Claim 

AUTORETURN  CLAIMS  OERARTMENT 

Attn:  Clams  Administrator 

453  7in  street  San  Francisco,  CA94103 

Pfcore:  41  £-665*522= 

Fax  415-6E5*$25D 

Email:  cl  aims  <gautoreHrn.com 

CLAIMANT  INFORMATION: 

Name 

Daytime  Telephone  #_ 

Address 

City .......  .. 

State  Zip 

_  E-mail 

VEHICLE  INFORMATION: 

Make  MocM 

Y°ar  License  Plat*# 

State 

Mileaae 

DESCRIBE  DAMAGE  OR  LOSS: 

I  hereby  certify  that  I  am  the  lawful  owner  or  lawfully  authorized  user  of  the  towed  vehicle  described  above, 
and  that  it  was,  in  fact,  damaged  as  a  result  of  being  towed  or  otherwise  handled  by  AutoReturn  andfor  the 
San  Francisco  Police  Department,  as  stated  above.  I  hereby  authorize  AutoReturn  and  the  SFPD  to  use, 
investigate,  and  confirm  the  information  described  above  for  the  purposes  of  investigating  and  settling  my 
claim. 

I  UNDERSTAND  THAT  THE  SUBMISSION  OF  A  FRAUDULENT  CLAIM  IS  PUNISHABLE  UNDER  CALI¬ 
FORNIA  PENAL  CODE  §484,  AND  HEREBY  CERTIFY  THAT  THE  FOREGOING  DAMAGE  CLAIM  IS 
TRUE  AND  CORRECT 


Signature  ofClaimant  Date 

ALL  CLAIMS  MUST  BE  SUBMITTED  THE  DAY  YOUR  VEHICLE  IS  PICKED  UP 


{for  office  use  only) 

Claim  #_ _ _ Rec  __ _ _  FC _ 

Vehicle  Inspected  By _ _ Date  .  _ 

Was  previous  damage  to  same  part  of  vehicle  Indicated  on  SFPD  Inventory  of  Towed  Vehicle?  Yes _ No _ 

Comments  _ _ _ _ 
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The  QA/Claims  department  receives  the  claim  form  and  logs  the  claim  in  a  tracking  system.  The 
QA/Claims  department  then  conducts  its  research.  The  customer  will  receive  a  final  resolution  for  the 
claim  within  five  (5)  business  days. 

During  the  research  process,  the  QA/Claims  team  follows  a  progression  of  steps  to  determine  the  root 
cause.  This  investigation  may  include: 

■  Review  of  video  footage  of  tow  intake  and  processing 

■  Interviews  of  tow  company  and  /  or  driver 

■  Interviews  of  AutoRetum  staff 

■  Interview  of  customer 

■  Review  hard  copies  of  Inventory  reports,  from  the  towing  agency  and  AutoRetum  receiving 


The  QA/Claims  team  seeks  to  make  a  determination  of  the  cause  of  the  damage  or  property  loss.  If 
the  QA/Claims  team  determines  that  an  AutoRetum  employee  is  at  fault,  the  vehicle  will  be  repaired 
or  property  replaced  at  AutoRetum’s  expense.  Likewise,  if  the  determination  is  made  that  the  towing 
subcontractor  is  at  fault,  the  cost  of  the  repairs  or  lost  property  is  borne  by  the  subcontractor.  If  the 
cause  was  found  to  be  outside  AutoRetum’ s  responsibility  or  occurred  prior  to  the  tow  event,  the 
claim  will  be  denied  through  a  written  letter  to  the  customer  highlighting  the  reason  for  the  denial 
referencing  support  evidence  and  materials. 

Generally,  the  QA  team  will  be  the  point  of  contact  for  the  customer.  If  the  customer  wishes  to 
escalate  a  claim  or  a  resolution  decision,  the  Claims  Manager  is  responsible  for  handling  these  matters. 
In  the  event  a  claim  is  escalated,  the  manager  is  given  full  authority  to  settle  and  resolve  escalated 
claim  issues.  AutoRetum’ s  QA/Claims  procedures  will  be  modified  as  needed  to  comply  with 
requirements  in  Chicago. 


12.  Security 

Security  is  a  vital  and  integral  part  of  AutoRetum  facilities.  Not  only  do  we  equip  our  operations  with 
the  best  tools  to  ensure  safety  and  deter  negative  behavior  as  discussed  in  Section  VI.A.c:  Facility 
Improvements,  Maintenance,  Repair  and  Security  of  this  proposal,  we  believe  in  fostering  a  close 
relationship  with  our  security  service  provider  by  giving  regular  feedback  on  their  performance,  and 
maintaining  an  open  dialogue  for  preventive  measures.  The  General  Manager  will  conduct  regularly 
scheduled  meetings  with  auto  pound  managers  and  key  security  personnel  to  review  performance  and 
discuss  related  issues  to  help  maintain  consistency.  AutoRetum  staff  will  also  be  trained  on  ways  to 
protect  themselves  and  visitors  from  potential  harm.  The  tools  and  processes  that  will  be  used  to 
ensure  the  effectiveness  of  our  security  protocol  are  discussed  in  more  detail  in  Section  VI.A.c: 
Facility  Improvements,  Maintenance,  Repair  and  Security  and  Section  VI.A.g:  Auto  Pound 
Equipment  and  Equipment  Maintenance  of  this  proposal. 


b.  Auto  Pound  Staffing  Plan 

Please  see  Appendix  D:  Organizational  Plan  for  detailed  information  regarding  AutoRetum’ s 
staffing  plan. 

While  considering  the  staffing  plan  in  Appendix  D:  Organizational  Plan,  it  is  important  to  note  that 
when  we  took  over  operations  in  San  Francisco  we  hired  all  of  the  existing  (non-management) 
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employees  of  our  predecessor  and  grandfathered  their  existing  years  of  service.  AutoRetum  will 
strongly  consider  taking  a  similar  approach  in  Chicago  to  maximize  knowledge  transfer  and  minimize 
job  loss. 


I.  Job  Profiles 

Job  profiles  are  defined  within  the  staffing  requirements  section  of  Appendix  D:  Organizational 
Plan. 


2.  Minimum  St  affine 

As  outlined  in  Appendix  D:  Organizational  Plan,  AutoRetum  intends  to  staff  several  personnel  in 
addition  to  the  minimum  requirements  of  the  RFP.  However,  AutoRetum  will  ensure  that  the 
following  minimum  required  positions  will  be  staffed: 

•  Shift  Supervisor 

■  Front-End  Loader  (Forklift  Operator) 

■  Inventory  Control  Person  (Vehicle  Cleaners  /  Data  Entry) 

■  Data  Entry  Clerk  /  Administrative  Assistant 

■  Auto  Pound  /  Lot  Manager 

■  Gate  /  Lot  Attendant 

■  Security  Officer 

■  Customer  Service  Person  /  Customer  Service  Representative  (Phone  Staff  &  Cashiers) 

■  In  addition,  a  Quality  Assurance  Manager  (Claims  Manager)  and  Quality  Assurance  Administrator 
(Claims  Personnel)  have  been  included  in  the  total  headcount 


3.  Heavy  Equipment 

AutoRetum  estimates  that  each  of  the  four  Pounds  will  require  approximately  four  all-wheel  drive 
forklifts  (total  of  16),  including  at  least  one  front-end  loader  (e.g.  Volvo  L60/70/90)  for  moving  and 
loading  extensively  damaged  or  large  commercial  vehicles.  Other  forklifts  must  be  equipped  with 
wheel-lift/under-lift  attachments  designed  for  moving  vehicles  throughout  the  lot  while  lifting  either 
the  front  or  rear  tires  from  the  ground. 

With  interchangeable  “bucket”  attachments,  the  loaders  will  also  be  used  as  roadway  graders  to  clear 
snow  from  facility  traffic  lanes.  Upon  selection  as  the  contractor  for  the  services  described, 
AutoRetum  will  immediately  take  the  steps  to  acquire  the  appropriate  lifts  and  loaders  needed  in 
conjunction  with  transition  plan  to  begin  full  operations  on  the  effective  date  of  the  contract.  The 
equipment  will  be  acquired  locally  through  purchase,  lease  or  a  combination  of  both. 
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4.  AutoReturn  Towing  Network 

AutoRetum  has  experience  and  a  proven  history  of  effectively  managing  municipal  towing  activities 
in  excess  of  5,500  tows  per  month.  As  we  do  in  our  other  San  Francisco-based  operations, 

AutoRetum  will  enter  into  contracts  with  a  number  of  local  towing  companies  to  assemble  a  fleet  of 
regular  and  heavy-duty  tmcks  -  to  be  known  the  “AutoRetum  Towing  Network.”  For  more  detailed 
information  on  the  specific  tow  tmcks  in  The  AutoRetum  Towing  Network,  please  see  Appendix  A: 
The  AutoReturn  Team.  AutoRetum  has  signed  up  100%  of  the  certified  MBE-WBE  companies  for 
the  City  of  Chicago  as  of  March  27,  2009.  The  remaining  towing  companies  are  a  team  of  reputable, 
local  City  of  Chicago  towing  service  providers.  Most  of  these  companies  are  members  of  and  come 
highly  recommended  from  the  Professional  Towing  and  Recovery  Operators  of  Illinois.  Each  member 
has  agreed  to  expand  their  fleet  if  needed  to  support  AutoRetum  in  providing  outstanding  service  to 
the  City. 

The  Chicago-based  towing  network  will: 

■  Be  maintained  and  operated  in  accordance  with  AutoRetum  policies  and  all  applicable  regulations 

■  Be  randomly  audited  by  AutoRetum  to  ensure  compliance  -  (frequent  tow  truck  and  operator 
inspections) 

■  Be  more  than  adequate  to  handle  any  towing  situation  that  may  arise  -  24  hours  a  day,  7  days  a 
week,  365  days  a  year 


AutoRetum  is  fortunate  to  have  a  skilled  management  team  with  experience  handling  large-scale 
municipal  towing  operations.  Dan  Scanlan,  Vice  President  of  Dispatch,  Towing  and  Quality 
Assurance,  will  be  an  integral  resource  supporting  the  Chicago  team  during  implementation  of  tow 
operations  and  beyond.  Mr,  Scanlan  is  an  expert  in  the  field  of  towing  with  25  years  of  experience 
working  with  AAA  and  other  top-rated  towers.  In  his  role  at  AutoRetum,  Dan  has  leveraged  this 
experience  to  identify  high  performing  towers  and  coach  poor  performers  to  perform  at  high  levels  and 
provide  the  City  and  citizens  of  San  Francisco  with  superior  service  from  all  of  the  towers  within  the 
AutoRetum  Towing  Network. 

As  a  member  of  the  transition  team,  Mr.  Scanlan  will  work  with  the  companies  identified  to  participate 
in  AutoRetum’s  Chicago  Towing  Network  to  drive  each  of  these  organizations  to  meet  and  exceed  the 
service  standards  and  operational  needs  set  forth  by  the  Company  and  the  City  of  Chicago.  Dan’s 
experience  in  providing  disparate  sets  of  tow  truck  operators  (“TTOs”)  with  the  necessary  tools  and 
coaching  to  perform  at  consistently  high  levels  will  result  in  increased  service  to  the  City  and  its 
citizens  alike.  The  following  exhibit  contains  a  preliminary  list  of  organizations  that  intend  to  join  the 
AutoRetum  Towing  Network  as  Towing  Subcontractors  upon  Contract  award  by  the  City. 
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AutoReturn  Towing  Network,  Chicago 


Name  of  Firm 

Address 

Relationship 

Number  of 
Trucks 

XL  Towing  and  Storage,  Inc. 
(WBE  Towing  Company) 

Sherry  DiVito,  President 

773-434-9731 

3656  West  Columbus  Ave. 

Chicago,  IL  60652 

WBE  Subcontractor 

6 

Higinio  Towing  and  Transportation 
(MBE  Towing  Company) 

Jose  Sandoval 

708-259-7787 

3246  S.  50th  Ave. 

Cicero,  IL  60804 

MBE  Subcontractor 

4 

Lang’s  Towing,  Inc. 

David  Lang 

773-651-9408 

6727  S  State  St 

Chicago,  IL  60637 

Subcontractor 

11 

Rokaitis  Industries,  Inc. 

David  O’Keefe 

773-247-3195 

4546  S.  Archer  Ave. 

Chicago,  IL  60632 

Subcontractor 

17 

Harttz  Towing  &  Transport 

Regi  Hart 

708-362-2953 

8450  S.  Lafayette 

Chicago,  IL  60620 

Subcontractor 

4 

Airline  Towing 

Joshua  Lyons 

Lonnie  Bramlett 

708-597-0990 

S  Winchester  Ave 

Chicago,  IL  60612 

Subcontractor 

9 

Ambassador  Car  Carriers 

Helen  Skrocki 

708-403-2277 

16242  S.  107th  St. 

Orland  Park  60462 

Subcontractor 

7 

Wells  Automotive  Service 

Mike  Guske 

312-943-5720 

1317  N.  Wells  St. 

Chicago,  IL  60610 

Subcontractor 

7 

S&H  Towing 

Steve  Woolsey 
773-722-2000 

3609  W.  Harrison  St. 

Chicago,  IL  60624 

Subcontractor 

6 

Mikes  Towing 

Lois  Wenzel 

773-847-5257 

3514  S.  Archer  Ave. 

Chicago,  IL  60609 

Subcontractor 

8 

Patterson’s  Circle  R  Towing 
Roosevelt  Patterson,  Sr. 

773-785-2600 

10106  S.  Michigan  Ave. 

Chicago,  IL  60628 

Subcontractor 

4 
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Name  of  Firm 

Address 

Relationship 

Number  of 
Trucks 

Corky’s  Global  Enterprises 
Cordell  Davis 

773-264-6015 

10841  S  Green  St 

Chicago,  IL  60643 

Subcontractor 

2 

Chromy’s  Towing 

Ralph  Chromy 
312-666-0966 

2021  W  Ferdinand  St 

Chicago,  IL  60612 

Subcontractor 

6 

D&D  Towing  &  Recovery 
Service,  Inc. 

Deborah  Stewart 

708-277-3336 

1 1 1 1  Linden  Avenue 

Bellwood,  IL  60104 

Subcontractor 

1 

For  more  detailed  information  on  the  above  listed  firms,  including  letters  of  intent  to  perform  as 
subcontractors,  please  see  Appendix  A:  The  AutoReturn  Team. 

As  appropriate,  AutoReturn  will  assist  any  eligible  but  non-certified  subcontractors  to  obtain  MBE  or 
WBE  certification.  AutoReturn  believes  that  many  more  firms  in  Chicago  may  be  qualified  to  become 
MBE  /  WBE  certified  organizations. 

AutoReturn  will  retain  these  Towing  Subcontractors  based  on  their  ability  to  provide  timely  and 
courteous  service,  utilizing  equipment  that  meets  the  highest  standards  of  appearance,  cleanliness,  and 
operation.  All  tow  vehicles  will  be  required  to  bear  the  trade  name,  address  and  telephone  number  of 
the  Company  and  comply  with  all  City  and  State  vehicle  code  requirements  as  outlined  in  Section 
VI.A.k:  Quantity  &  Description  of  Trucks. 

AutoReturn  will  define  strict  standards  for  all  tow  truck  operators  in  our  network,  and  we  will 
periodically  audit  compliance  with  these  standards. 


Subcontmctor  Compensation 

AutoReturn  will  compensate  its  towing  subcontractors  on  a  variable  price  based  on  towing 
productivity,  tow  distance,  additional  performance  metrics  (including,  but  not  limited  to, 
responsiveness,  service  quality,  and  safety),  formal  tow  truck  operator  training  (both  in  customer 
service  and  towing  operations),  and  compliance  with  AutoRetum-defined  standards  for  tow  trucks  and 
tow  truck  operators  (appearance,  maintenance,  etc.). 

AutoReturn  plans  to  compensate  its  subcontractor  network  in  a  manner  that  creates  incentives  to  meet 
attainable  goals  set  for  customer  service,  productivity,  tow  truck  and  driver  appearance,  safety,  and 
driver  training.  The  AutoReturn  incentive  program  is  intended  to,  and  has  been  proven  to,  raise  the 
bar  for  the  quality  of  the  towing  services  required  of  the  Contract.  The  program  is  designed  to  reward 
those  subcontractors  who  put  extra  efforts  into  performance  improvement,  and  readily  identify  those 
subcontractors  that  are  performing  below  AutoReturn  standards. 

As  part  of  our  subcontractor  agreements  and  our  incentive  program,  all  subcontractors  will  comply 
with  stated  requirements,  including  proof  of  insurance,  tow  truck  signage,  and  identification. 
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Licenses  and  Permits 


AutoRetum  will  perform  regular,  periodic  audits  of  Towing  Subcontractors  to  ensure  that  all  necessary 
licenses  and  permits  remain  up-to-date  and  valid.  At  a  minimum,  these  audits  will  be  performed 
quarterly  and  formal  reports  of  these  audits  will  be  submitted  to  the  City.  Furthermore,  AutoRetum 
will  comply  with  requests  by  the  City  to  perform  more  frequent  audits. 

During  these  quarterly  audits,  AutoRetum  will  collect  up-to-date  copies  of  company  tow  permits, 
proof  of  insurance  and  driver’s  licenses  for  all  TTOs  participating  in  the  AutoRetum  Towing  Network. 
Throughout  the  life  of  the  Contract,  AutoRetum  will  maintain  up-to-date  copies  of  all  permits  and 
licenses  and  make  these  documents  available  to  the  City  at  any  time. 


Uniforms 


While  driving  around  and  working  on  City  streets,  tow  truck  operators  will  likely  be  the  most  visible 
individuals  involved  in  the  delivery  of  the  Contract  services.  Each  of  the  TTOs  in  the  AutoRetum 
Towing  Network  will  exemplify  AutoRetum’ s  customer-friendly  business  philosophy,  by  acting 
courteously  to  the  public  and  being  neat  in  appearance  at  all  times. 

Our  tow  truck  operators  will  wear  clean,  professional  uniforms  that  adhere  to  the  following 
requirements: 

■  City  approved  photo  ID  badges  shall  be  displayed  on  the  operator’s  shirt  at  all  times 

■  Company  name  shall  be  displayed  on  the  back  of  the  shirt 


5.  Tow  Subcontractor  Management 

All  qualified  Chicago-based  towers  currently  towing  for  the  City  will  have  the  opportunity  to  join  the 
AutoRetum  Towing  Network  as  Tow  Subcontractors  performing  services  under  the  Contract. 
AutoRetum  managers  will  conduct  periodic  and  random  compliance  audits  of  all  Towing 
Subcontractors.  Audits  will  include  compliance  checks  with  regard  to  legal  code  sections  as  well  as 
all  rules  and  regulations  adopted  under  this  Contract.  AutoRetum  shall  provide  the  Commissioner 
with  regular  reporting  on  towing  activities  as  desired  by  the  City.  Upon  execution  of  a  Contract  with 
the  City,  AutoRetum  shall  offer  a  standard  contract  (“Towing  Subcontractor  Agreement”)  to  identified 
Towing  Subcontractors  with  a  30-day  deadline  to  accept  or  reject  said  agreement. 

It  is  AutoRetum ’s  culture  and  management  directive  to  be  communicative  and  proactive  in  providing 
feedback  and  constmctive  criticism  to  the  Towing  Subcontractors.  A  Towing  Subcontractor  should 
always  feel  they  have  had  feedback  if  they  are  doing  well  and  that  performance  issues  are  brought  up 
to  them  in  a  timely  and  professional  manner. 

In  situations  where  there  are  performance  problems,  Towing  Subcontractors  may  not  be  willfully 
doing  something  that  violates  our  policies  and  may  just  need  guidance.  AutoRetum  is  committed  to 
providing  clear,  direct,  and  timely  coaching  and  guidance  to  its  Towing  Subcontractors  on  a  regular 
basis. 
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Coaching  and  Guidance 

AutoRetum  will  work  with  our  Towing  Subcontractors  on  a  regular  basis  to  coach  and  guide  them  to 
perform  at  the  highest  achievable  levels.  Providing  regular  and  constructive  feedback  to  Towing 
Subcontractors  has  proven  to  significantly  reduce  the  need  for  disciplinary  action  and  improve  the 
overall  success  of  the  operation. 

Providing  effective  coaching  and  constructive  feedback  can  be  difficult,  time  consuming,  and 
challenging,  but  the  benefits  to  the  Towing  Subcontractors,  AutoRetum  and  the  City  are  numerous: 

■  Towing  Subcontractors  leam  more  about  their  jobs  and  perform  better, 

■  Working  conditions  are  improved,  and 

■  Productivity  and  service  are  maximized. 


To  effectively  coach  and  guide  our  Towing  Subcontractors,  AutoRetum: 

■  Sets  clear  expectations; 

■  Communicates  performance  standards; 

■  Measures  performance; 

■  Corrects  deviations  from  performance  standards; 

-  Provides  guidance,  while  preserving  the  Towing  Subcontractor’s  autonomy;  and 

■  Gives  the  Towing  Subcontractor  the  opportunity  to  provide  input,  increasing  their  sense  of 
teamwork  and  commitment  to  AutoRetum. 


Proactive  Performance  Monitoring 

Proactive  performance  monitoring  allows  the  Towing  Subcontractor  an  opportunity  to  correct 
performance.  Factors  to  be  considered  when  giving  oral  or  written  warnings  are: 

■  How  many  different  offenses  are  involved, 

■  The  seriousness  of  the  offense(s), 

■  The  time  interval  and  Towing  Subcontractor  response  to  prior  disciplinary  action(s),  and 

■  Previous  performance  and  work  history  of  the  subcontractor. 


In  a  proactive  performance  monitoring  process,  the  severity  of  a  penalty  increases  with  each 
infringement  of  the  rules.  By  utilizing  a  proactive  performance  monitoring  process,  we  benefit  as  a 
company  by  working  with  our  Towing  Subcontractors  to  retain  them  as  productive  representatives  of 
the  operation  without  immediately  resorting  to  suspension  or  termination.  Typically,  the  progression 
is: 


■  Verbal  Warnings  -  the  Towing  Subcontractor  will  be  given  a  verbal  explanation  of  the  errant 
behavior,  including  a  reiteration  of  the  AutoRetum  policy  regarding  that  behavior.  In  addition,  the 
Towing  Subcontractor  will  be  advised  of  the  consequences  of  further  infractions  of  the  rule  in 
question.  This  verbal  warning  will  be  performed  by  AutoRetum  staff.  If  no  further  violations 
occur  with  regard  to  the  issue  raised  at  the  verbal  warning  stage,  no  further  disciplinary  action  will 
be  taken. 
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*  Written  Warnings  -  the  Towing  Subcontractor  will  be  given  a  written  explanation  of  the  errant 
behavior,  including  a  reiteration  of  the  AutoRetum  policy  regarding  that  behavior.  In  addition,  the 
Towing  Subcontractor  will  be  advised  that  continuation  of  the  problem  will  lead  to  exclusion  from 
towing  operations  for  a  stated  period  of  time.  As  with  the  verbal  warning,  the  Towing 
Subcontractor  will  be  given  an  opportunity  to  change  the  unwanted  behavior,  and  if  the  behavior 
does  not  recur,  no  further  disciplinary  action  will  be  taken. 

■  Suspension  -  if  verbal  and  written  warnings  fail  to  bring  about  a  change  in  the  undesired  conduct, 
the  Towing  Subcontractor  will  be  excluded  from  the  list  of  available  Towing  Subcontractors  for  a 
stated  period  of  time  and  will  be  informed  that  further  occurrences  of  the  conduct  will  lead  to 
cancellation  of  their  Towing  Subcontractor  Agreement  with  AutoRetum. 

*  Cancellation  of  Towing  Subcontractor  Agreement  -  this  is  the  final  step  in  the  performance 
monitoring  policy.  After  all  appropriate  steps  have  been  followed  (or  in  exception  cases,  the 
immediate  response  to  an  illegal  behavior  or  gross  violation),  the  Towing  Subcontractor 
Agreement  will  be  cancelled. 


Efficient  ami  Equitable  Tow  Distribution  Process 

AutoRetum  has  a  proven  history  in  distributing  tows  in  an  efficient,  fair  and  equitable  manner. 

Because  the  Company  does  not  own  any  tow  trucks,  there  is  no  conflict  of  interest  in  the  distribution 
of  towing  activity.  AutoRetum’s  technology  systems  support  the  application  of  intelligent  dispatch 
rules.  While  these  systems  are  flexible  and  possess  the  capability  to  enable  a  variety  of  dispatch 
models,  we  generally  recommend  dispatch  rules  that  increase  efficiency  and  eliminate  inequities  in  the 
system;  for  example,  the  system  is  designed  to  automatically  determine  and  dispatch  the  tow  request  to 
the  appropriate  Towing  Subcontractor  by  applying  a  flexible  set  of  rules,  such  as  the  closest  available 
Towing  Subcontractor  with  the  necessary  equipment.  Alternatively,  the  system  can  utilize  a  rotation 
of  companies  assigned  to  a  given  zone.  The  ability  to  standardize  a  set  of  rules  into  our  flexible 
dispatch  system,  along  with  the  fact  that  AutoRetum  does  not  own  tow  trucks  itself,  ensures  a  system 
that  will  result  in  the  equitable  distribution  of  tows. 


c .  Facility  Improvements,  Maintenance,  Repair  and  Security 

AutoRetum  facilities  are  maintained  to  high  standards.  We  make  improvements  and  schedule 
maintenance  as  needed  in  order  to  consistently  provide  an  environment  that  ensures  safety,  and 
promotes  efficiency.  Each  facility  is  managed  and  maintained  according  to  zoning  requirements  and 
local,  state  and  federal  regulations. 

AutoRetum  facilities  are  secured  by  a  twelve  foot  fence  (eight  foot  solid  panel  fence  with  an 
additional  four  feet  of  chain  link  fence  that  is  topped  by  barbed  wire).  This  provides  a  high  level  of 
security  while  also  presenting  a  clean,  inoffensive  exterior  view.  On  the  inside  of  the  chain  link  fence, 
so  that  it  is  not  accessible  to  the  public,  coiled  razor  wire  will  be  attached  to  the  fence  where  the  steel 
portion  meets  the  chain  link  to  further  enhance  security.  The  fence  line  will  be  inspected  by 
AutoRetum  management  personnel  and  security  services  for  damage  and  potential  breaches.  The 
inspection  will  be  conducted  daily  and  documented  on  the  Perimeter  Fence  Inspection  Log. 
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AutoRetum  is  committed  to  providing  the  tools  and  resources  to  protect  staff,  customers,  and  property 
from  harm  while  in  our  care.  Each  facility  will  be  equipped  to  mitigate  occurrences  of  theft,  property 
damage,  bodily  injury,  and  threatening  behavior.  Only  authorized  personnel  and  individuals  are 
allowed  on  site.  AutoRetum  requires  customers  to  display  proof  of  payment  and  vehicle  release  prior 
to  admission  to  the  storage  area.  A  more  detailed  description  of  our  security  surveillance  equipment 
can  be  found  in  Section  VLA.g:  Auto  Pound  Equipment  and  Equipment  Maintenance. 

AutoRetum’ s  facility  will  be  well  lit  around  the  perimeter  and  within  the  boundaries  of  the  property, 
including  outdoor  storage  spaces.  Adequate  distribution  of  light  throughout  the  property  (aisles, 
passageways,  stored  vehicles,  buildings  and  fence  line)  is  a  key  element  in  deterring  would-be 
burglars,  as  well  as  providing  high  quality  video  surveillance  in  reduced  light  conditions.  Lighting 
fixtures  will  be  checked  nightly  to  insure  that  they  are  functioning  properly.  When  necessary,  units 
will  be  replaced,  re-lamped,  repaired,  or  cleaned  to  maintain  functionality. 

In  conjunction  with  the  Facilities  Maintenance  Plan  (Appendix  G:  Facilities  Plan),  AutoRetum  will 
establish  procedures  for  minimizing  and  disposing  of  the  debris  that  can  be  a  byproduct  of  daily 
operations.  Our  staff  will  be  trained  to  follow  specific  procedures  pertaining  to  debris  disposal  that  are 
the  result  of  vehicle  movement,  auction  preparation,  weed  abatement,  visitor  traffic,  and  normal 
business  operation.  Additionally,  AutoRetum  will  engage  local  waste  disposal  service  providers  for 
scheduled  and  requested  debris  removal  at  its  own  expense. 

In  order  to  maintain  clear  and  safe  roadways  throughout  each  facility,  AutoRetum  will  ensure  that 
traffic  lanes  and  walkways  are  graded  and  treated  with  an  ice  melting  product  to  help  prevent  slippage 
of  visitors,  personnel,  and  equipment.  These  tasks  will  be  assigned  to  trained  and  properly  equipped 
personnel  for  safe,  effective,  and  timely  completion.  AutoRetum  will  engage  local  service  providers  to 
remove  the  resulting  excess  snow  from  roadway  grading  when  necessary  at  its  own  expense. 

AutoRetum  maintains  an  emergency  contact  list  that  is  readily  available  to  all  employees  working  on 
site  at  all  times.  This  includes  a  phone  list  of  local  agencies  to  be  posted  in  common  areas  for  various 
emergencies  (i.e.  CPD,  Chicago  Fire  Department  (“CFD”),  etc.).  We  provide  a  first  aid  station  that  is 
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accessible  to  all  employees  who  may  require  first  aid  attention  while  on  site.  AutoRetum  maintains  a 
regular  service  arrangement  with  a  first  aid  station  service  provider  to  ensure  that  the  first  aid  station  is 
well-stocked  with  all  necessary  first  aid  supplies. 

There  is  free  access  to  the  administrative  office  phones  to  make  any  necessary  phone  calls  in  the  event 
of  an  emergency.  AutoRetum’ s  management  team  is  on  call  for  escalations  from  any  AutoRetum  staff 
person,  24  hours  a  day,  7  days  a  week,  365  days  a  year.  The  management  team  escalation  phone  list  is 
posted  in  various  locations  at  all  AutoRetum  facilities.  Additionally,  the  AutoRetum  escalation  phone 
list  is  distributed  to  critical  city  personnel.  Any  other  city  staff  person  will  be  able  to  escalate  an  issue 
to  the  AutoRetum  management  team  at  any  time  by  calling  the  centralized  dispatch  facility. 

AutoRetum  will  keep  all  required  permits  up  to  date,  such  as,  welding  and  cutting,  auto  storage,  and 
open  flame.  Also,  AutoRetum  maintains  on-site  Material  Safety  Data  Sheet  (“MSDS”)  for  all 
chemicals,  and  solvents  used  in  operations.  AutoRetum  will  maintain  adequate  access  lanes  within  the 
vehicle  storage  areas  that  meet  with  all  CFD  regulations  and  policies.  Within  all  office  spaces,  storage 
spaces,  and  indoor  vehicle  storage  areas,  AutoRetum  has  fire  extinguishers  readily  available  in  the 
event  of  a  fire  emergency.  AutoRetum  maintains  a  service  arrangement  with  a  licensed  service 
provider  to  ensure  that  all  fire  extinguishers  are  tested  and  maintained  on  a  regularly  scheduled  basis. 
AutoRetum  trains  its  staff  in  accordance  with  applicable  Occupational  Safety  and  Health 
Administration  (“OSHA”)  regulations  to  assure  compliance  with  federal,  state,  and  local  laws. 


d.  Auto  Pound  Office  Facilities 

AutoRetum  proposes  the  installation  of  one  mobile  office  at  each  site  to  accommodate  operational 
staff,  all  customer  service  transactions,  administrative  functions,  and  resources  to  ensure  service 
objectives  are  met  in  a  safe  and  professional  environment.  All  offices  and  work  spaces  will  be 
designed  in  compliance  with  state  and  local  regulations,  including  but  not  limited  to  accessibility  for 
the  disabled.  The  offices  will  each  be  equipped  with  generators  to  supply  sufficient  backup  power 
should  a  power  outage  occur. 


1.  Work  Space  for  Employees 

Each  office  will  be  designed  to  accommodate  up  to  3  City  employees  (two  cashiers  and  one 
responsible  for  compliance  with  the  Illinois  Vehicle  Code)  in  addition  to  AutoRetum  personnel.  As 
discussed  in  Section  VI.A.g:  Auto  Pound  Equipment  and  Equipment  Maintenance,  all  workers 
will  be  supplied  with  all  the  necessary  telephone,  fax,  data,  and  electrical  lines  to  support  their  job 
functions  and  maintain  high  service  levels.  The  cost  of  all  equipment  will  be  borne  by  AutoRetum. 


2.  Work  Space  for  AutoRetum  Employees 

Each  office  will  be  designed  and  adequately  staffed  for  AutoRetum  customer  service,  administrative, 
and  operational  functions.  Our  offices  are  designed  to  provide  staff  and  customers  with  the  tools  and 
resources  to  ensure  service  objectives  are  met  in  a  safe  and  professional  environment.  All  offices  and 
work  spaces  are  designed  in  compliance  with  state  and  local  regulations. 

At  a  minimum,  each  office  will  be  equipped  with  functioning  workstations,  and  the  electrical,  voice 
and  data  communications  lines  required  for  various  equipment  needed  to  support  customer  service, 
administrative,  and  operational  functions.  This  equipment  includes: 
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■  Phones 

■  Printers,  scanners,  copiers  and  faxes 

■  Employee  electronic  time  clocks 
p  Desktop  computers 

■  Credit  card  and  debit  card  payment  processing  terminals 
p  Safe 

-  Self-service  and  queue  management  kiosk(s) 

*  Two-way  radios 


3 .  Waiting  Area  for  Customers 

Each  office  will  be  designed  to  support  an  enclosed  customer  waiting  area  that  is  safe,  clean,  and  well 
maintained.  As  discussed  and  illustrated  in  Section  VLA.g.3:  Informational  Display  Monitors,  this 
area  will  house  the  queue  management  system  and  display  monitors  providing  customers  with  helpful 
information  and  service  data. 


4.  Automated  Phone  System  &  Website 

As  required  by  RFP  Exhibit  1,  AutoRetum  provides  a  bilingual  automated  phone  system  to  accept 
calls  from  the  public  and  enable  the  caller  to  leam  if  the  caller’s  vehicle  has  been  impounded. 
AutoRetum  enables  the  public  to  retrieve  information  about  impounded  vehicles  24  hours  a  day,  7 
days  a  week,  365  days  a  year,  via  our  Cisco  Systems  VoIP  call  center  system  and  full  featured  ‘‘self- 
service”  website. 


Cisco  Systems  VoIP  Call  Center  System 

AutoRetum’ s  call  center  processing  is  deployed  utilizing  the  industry  leading  Cisco  Systems  Unified 
Communications  System,  “voice-over-IP”  (“VoIP”)  telephony  system.  The  Cisco  system  supports  all 
modem  call  center  capabilities  including  advanced  call  routing,  queuing,  and  interactive  voice 
response  (“IVR”)  capabilities  that  provide  self-service  processing  including  vehicle  release 
capabilities.  Incoming  calls  are  monitored  and  managed  proactively  and  the  system  allows  for 
rigorous  performance  reporting  to  measure  service  levels. 
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Full  Featured  “Self-Service"  Website 

AutoRe  turn’s  website  provides  a  wide  range  of  useful  information  and  tools  to  customers  such  as 
vehicle  search  capabilities,  instructions  to  obtain  the  release  of  vehicles,  on-line  payment  of  towing 
and  storage  fees,  answers  to  frequently  asked  questions  (“FAQs”),  on-line  claim  and  complaint 
submission,  and  auction  marketing  (vehicle  lists  and  photos)  and  results  information. 

Vehicle  owners  will  be  able  to  retrieve  information  on  their  vehicle  using  the  bilingual  automated 
phone  system  using  any  of  the  following  pieces  of  information: 

■  Inventory  Number 

■  Last  6  numbers  of  the  Vehicle  Identification  Number,  or 

■  License  Plate  Number 

The  public  will  be  able  to  access  the  following  information  via  automated  phone  system  and  self- 
service  website  24x7x365: 

-  Pound  where  Vehicle  is  impounded 

*  Charges  necessary  to  redeem  a  Vehicle 

-  Towing  &  Daily  Storage  Fee  Schedule 

•  Inventory  Number 

*  Pound  Locations 

•  Claim  Inquiry 

•  Operating  Hours  of  each  Pound 

■  Necessary  documents  to  prove  ownership 

*  Pound  phone  numbers 


e.  Auto  Pound  Disposal  Plan 

Our  vehicle  disposal  process  is  designed  to  maximize  sales  price  and  disposal  efficiency  by:  1) 
proactively  managing  inventory  aging,  2)  organizing  consistently  scheduled  auctions,  and  3)  working 
with  vehicle  recycling  partners  to  efficiently  remove  sold  vehicles. 


AutoRetum  and  Pick-n-Pull 


AutoRetum  has  a  long  standing  relationship  with  Pick-n-Pull,  one  of  the  largest  recyclers  of  vehicles 
in  the  industry  with  40  self-service  locations  across  the  United  States  and  Canada,  including  two 
within  ten  miles  of  the  Auto  Pound  locations.  Pick-n-Pull  is  AutoRetum ’s  preferred  recycling  partner 
and  is  equipped  to  remove  vehicles  in  the  most  economical  manner  possible. 

Pick-n-Pull’ s  environmental  practices  are  second  to  none  and  meet  or  exceed  all  local,  state  and 
federal  guidelines.  From  extensive  experience,  Pick-n-Pull  has  implemented  standardized  policies  and 
procedures  for  managing  vehicles  and  disposing  of  hazardous  wastes.  In  fact,  Pick-n-PulTs  best 
practices  set  many  of  the  standards  adopted  by  local  communities  as  guidelines  for  others  to  follow. 
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Disposal  in  Accordance  with  all  Laws  and_  Regulations 

Upon  receipt  of  the  Disposal  Report  from  the  Commissioner,  the  Operations  Manager  at  each  facility 
will  coordinate  the  disposal  of  unclaimed  vehicles  in  accordance  with  all  state  and  local  laws  and 
regulations,  including  but  not  limited  to  Illinois  Vehicle  Code  4-208  and  Chicago  Municipal  Code  9- 
92-100. 


Vehicle  Owner  and  Lienholder  Ability  to  Claim  Vehides 


In  the  event  that  the  owner,  lienholder,  or  any  other  interested  party  should  submit  full  payment  of  all 
applicable  fees,  and  provide  proof  of  ownership  of  a  vehicle  that  is  still  at  the  impound,  the  Company 
will  release  it  regardless  of  its  inclusion  on  the  Disposal  Report,  or  sale  status. 

AutoRetum  will  ensure  that  all  vehicles  sold  will  be  removed  from  the  pound  within  72  hours  and  in 
compliance  with  state  and  local  laws. 
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1.  Procedures  for  Removal  of  Vehicles. 

Prior  to  removal  of  unclaimed  vehicles  from  the  Auto  Pound,  all  license  plates  will  be  removed. 
AutoRetum  acknowledges  that  no  vehicle  can  be  removed  from  the  Auto  Pound  without  written  notice 
from  the  Commissioner  or  the  City.  All  vehicles  will  be  removed  in  accordance  with  Illinois  Vehicle 
Code  and  Chicago  Municipal  Code. 


2.  Will  Return  Vehicles  Worth  More  than  $10,000 

Per  the  requirement  set  forth  in  the  RFP,  AutoRetum  will  notify  the  Commissioner  of  Streets  and 
Sanitation  of  vehicles  valued,  or  bids  received  in  excess  of  $10,000  during  the  disposal  process. 
Further,  AutoRetum  recognizes  that  the  City  reserves  the  right  to  remove  such  vehicles  for  public 
auction,  or  allocate  them  to  the  Police  Departments  fleet  at  its  sole  discretion  as  it  pertains  to  Chicago 
Municipal  Code. 


f.  Roll-Out  Methodologies 

The  Company  has  provided  details  of  its  overall  approach,  strategies  and  methodologies  that  have 
been  utilized  in  the  past  to  complete  projects  and  that  are  planned  to  be  implemented  in  Chicago 
within  Appendix  F:  Roll-out  Plan.  This  plan  describes  the  policies  and  procedures  for  start-up, 
quality  control,  security  measures,  project  management,  and  the  Company’s  approach  to  overcoming 
obstacles. 


g.  Auto  Pound  Equipment  and  Equipment  Maintenance 

AutoRetum  is  committed  to  providing  it  employees  with  the  best  available  tools  and  equipment  to 
enable  staff  members  to  perform  their  job  functions  as  effectively  and  efficiently  as  possible.  Over  the 
course  of  the  last  5  years,  AutoRetum  has  identified  all  of  the  necessary  equipment  to  its  towing 
logistics  and  impound  management  operations.  AutoRetum  selected  this  equipment  from  leading 
industry  providers  and  gained  the  experience  of  how  to  deploy  for  optimal  performance  in  its  San 
Francisco-based  operations.  All  equipment  that  is  utilized  by  AutoRetum  receives  regular 
maintenance  as  prescribed  by  the  equipment  supplier.  This  ensures  that  the  equipment  remains  fully 
operational  throughout  the  useful  life  of  the  equipment.  Finally,  AutoRetum  recognizes  that 
employees  can  only  be  successful  in  utilizing  the  various  types  of  equipment  and  tools  if  they  are 
provided  sufficient  training. 


1.  GPS-Enabled  Intelligent  Dispatch  Capabilities 

AutoRetum  deploys  Sprint  /  Nextel  (“Nextel”)  communications  devices  to  its  tow  truck  operators. 
These  devices  offer  the  Nextel  DirectConnect  push-to-talk  communications  capability  that  enables 
efficient  two-way  communications  between  dispatchers  and  tow  truck  operators.  Additionally,  the 
Nextel  devices  have  imbedded  GPS  tracking  capabilities  that  allow  for  the  real-time  tracking  of  the 
locations  of  all  tow  trucks  deployed  in  the  field.  Finally,  the  Nextel  devices  are  configured  with 
wireless  data  communications  that  enables  fully  automated,  electronic  dispatch  communications. 
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AutoRe turn’s  Automated  Dispatch  System  (“ADS”)  integrates  seamlessly  with  the  Comet  Tracker 
global  positioning  system  (“GPS”)  and  field  workflow  management  system,  provided  by  ActSoft,  Inc. 
AutoRetum’ s  dispatchers  utilize  the  combined  ADS  and  Comet  Tracker  capabilities  to  geocode  the 
site  location  for  new  tow  requests  so  that  the  tow  location  can  be  compared  to  the  real-time  locations 
of  all  available  drivers.  This  allows  dispatchers  to  assign  the  tow  request  to  the  closest,  available 
driver  having  the  necessary  equipment  to  complete  the  tow  request.  Utilizing  the  “closest  to”  dispatch 
selection  approach  has  allowed  AutoRetum  to  reduce  on  site  response  times  for  our  San  Francisco 
operations  from  over  18  minutes  to  less  than  13  minutes  on  average. 

Comet  Tracker  is  one  of  the  leading  GPS  tracking  applications  available  today  and  is  utilized  by  a 
variety  of  companies  to  support  various  types  of  workflow  needs  for  workers  deployed  in  the  field. 

The  application  leverages  the  Nextel  devices  that  AutoRetum  deploys  to  its  tow  truck  operators, 
including  the  wireless  data  services  for  electronic  dispatch  communications.  Utilizing  the  data 
provided  by  Comet  Tracker,  the  ADS  system  can  determine  which  TTOs  are  actively  on  duty  and  their 
specific  locations  via  the  GPS  capabilities  imbedded  in  the  Nextel  communications  devices.  Using  the 
MCOMET  program  that  mns  on  the  Nextel  devices,  the  TTOs  can  receive  tow  requests  electronically, 
respond  to  the  requests,  and  manage  the  status  of  the  tow  requests  in  real-time. 

AutoRetum  conducted  an  extensive  review  of  the  leading  GPS  tracking  solutions  available  for  the 
tracking  of  fleet  vehicles  such  as  tow  trucks,  taxi  cabs,  delivery  trucks,  and  field  service  vehicles.  The 
company  selected  the  Comet  Tracker  solution  for  a  variety  of  reasons: 

■  Support  for  Fixed  Install  and  Mobile  Devices  -  The  Comet  Tracker  solution  is  one  of  the  few 
solutions  that  is  offered  for  both  mobile  communications  devices,  such  as  the  Nextel  devices,  as 
well  as  fixed-install  GPS  tracking  and  communications  units  that  can  be  permanently  attached  to 
the  tow  trucks  to  enable  tracking  of  the  truck’s  operational  status.  Few  GPS  solutions  providers 
offer  the  same  range  of  flexibility  in  the  choice  of  such  devices.  AutoRetum  will  work  with  City 
officials  to  determine  whether  fixed  install  or  mobile  devices  are  the  best  fit  for  the  Chicago 
requirements.  The  RFP  stipulates  that  the  City  desires  the  ability  to  track  tow  truck  location, 
direction  of  travel,  and  speed.  These  capabilities  can  be  supported  using  Nextel  mobile  devices. 
The  RFP  also  states  that  the  City  desires  the  ability  to  track  other  aspects  of  the  truck’s  operational 
system  status,  such  as  whether  the  engine  is  on  or  off.  Tracking  this  type  of  information 
necessitates  the  fixed  install  equipment  approach. 

■  Nextel  Compatibility  -  Having  the  GPS  tracking  solution  combined  on  the  same  device  that  is 
used  for  two-way  communications  provides  a  simple  one-tool  solution  for  the  TTOs. 

■  Open  Integration  Architecture  -  When  AutoRetum  surveyed  the  market  of  GPS  solution 
providers,  none  of  the  leading  vendors  offered  a  solution  that  was  completely  suited  for  the  unique 
characteristics  of  a  municipal  towing  operator  utilizing  a  network  of  towing  subcontractors.  The 
Comet  Tracker  product  provided  a  useful  foundation  of  GPS  tracking  and  request  management 
workflow  through  an  open  architecture.  The  open  architecture  and  support  the  Comet  Tracker 
professional  services  resources  allowed  AutoRetum  to  integrate  its  ADS  system  with  the  Comet 
Tracker  product  to  create  a  combined  solution  that  is  unlike  any  other  in  the  market  place  today. 
AutoRetum  completely  controls  the  business  rules  and  logic  of  the  application,  while  leveraging 
the  general  GPS  tracking  and  workflow  capabilities  of  Comet  Tracker. 

■  TCP/IP-Based  Electronic  Dispatch  Communications  -  One  of  the  most  compelling  features  of 
the  Comet  Tracker  product  is  that  it  leverages  the  communications  capability  of  the  Nextel  devices 
over  internet  protocol,  or  IP.  As  stated  in  the  previous  section,  many  electronic  dispatch  solutions 
utilize  SMS  messaging  for  dispatch  communications,  which  has  proven  reliability  issues.  The  IP- 
based  communications  capability  of  the  Comet  Tracker  Java  program  that  mns  on  the  Nextel 
devices  is  unsurpassed  for  reliability. 
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The  Comet  Tracker  solution  continuously  provides  the  location  of  all  TTOs  in  real-time.  The  TTO 
locations  are  captured  as  longitude  and  latitude  coordinates  and  updated  in  the  database  every  30 
seconds.  The  ADS  system  utilizes  standard  geo-coding  technology  to  convert  each  requested  tow 
location  address  to  the  corresponding  longitude  and  latitude  coordinates.  This  information  can  be 
compared  with  the  coordinates  of  all  the  TTOs  to  determine  which  active  and  currently  unassigned 
TTO  is  closest  the  tow  request  location.  By  assigning  the  tow  to  the  closest  TTO,  AutoRetum 
achieves  extremely  high  levels  of  on-site  response  time  as  outlined  earlier. 

In  addition  to  recording  the  TTO  locations  in  its  database,  the  Comet  Tracker  application  provides  a 
real-time  map  view  as  a  graphical  depiction  of  all  the  TTOs  in  their  respective  locations.  An  example 
of  this  map  view  from  AutoRetum’ s  San  Francisco  operations  is  provided  on  the  following  page.  This 
interactive  map  provides  dispatchers  with  a  user-friendly  view  of  the  towing  operations  in  real-time. 
Additionally,  there  is  a  “light”  version  of  the  map  view  that  can  be  deployed  on  computer  workstations 
within  the  City,  requiring  nothing  more  than  Internet  Explorer.  This  web-based  map  view  can  be  used 
by  Police  Department  officials  to  have  the  same  graphical  view  into  the  towing  operations  as  the 
AutoRetum  dispatchers. 

The  ADS  system  provides  a  single  point  dispatch  system  that  can  be  used  to  enter  new  requests  for 
tows  and  monitor  the  status  of  these  tows.  The  ADS  system  can  be  used  in  multiple  police  precincts 
by  one  or  more  police  officers  and  city  staff.  The  ADS  main  “Dispatch”  window  supports  the 
necessary  workflow  for  entering  a  tow  request  and  having  the  tow  request  automatically  processed 
electronically. 

When  new  tows  are  created,  they  originate  in  the  NEW  status.  Once  all  of  the  tow  information  has 
been  completed  and  the  user  is  ready  for  the  tow  request  to  be  assigned,  the  user  simply  needs  to 
update  the  status  of  the  tow  request  to  REQUESTED.  Once  the  tow  request  is  placed  in  the 
REQUESTED  status,  it  becomes  visible  to  the  AutoRetum  dispatch  organization. 

The  system  is  designed  to  automatically  determine  and  dispatch  the  tow  to  the  appropriate  towing 
subcontractor  by  applying  a  flexible  set  of  mles,  such  as  the  closest  available  TTO  or  utilizing  a 
rotation  between  the  towing  companies  assigned  to  a  given  zone.  In  the  infrequent  case  that  the 
dispatch  assignment  decision  cannot  be  made  automatically,  the  system  will  immediately  alert 
AutoRetum’ s  Dispatch  Center  that  is  staffed  24  hours  a  day,  365  days  a  year.  An  example  might  be 
that  there  are  no  TTOs  available  for  any  of  the  towing  companies  assigned  to  the  given  geographic 
zone,  requiring  the  dispatcher  to  select  an  available  TTO  from  a  nearby  zone.  Another  example  might 
be  that  the  tow  request  location  provided  is  not  specific  enough  (incomplete  or  inaccurate  address)  to 
determine  the  geographic  zone.  AutoRetum’ s  dispatch  team  is  trained  in  quickly  determining  the 
most  appropriate  actions  to  take  in  order  to  get  the  tow  assigned  efficiently  so  that  the  onsite  response 
time  commitment  can  be  met. 

The  diagrams  on  the  following  pages  illustrate  the  electronic  dispatch  capabilities  of  the  ARIES  ADS 
system. 
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Map  View  of  GPS  Positions  of  Tow  Truck  Operator  (“TTOs”)  Deployed  in  the  Field 
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Real-time  Tracking  of  Tow  Request  Status: 

For  any  towing  operation,  the  time  that  the  TTO  accepts  responsibility  for  the  tow  request  and  the  time 
that  it  then  takes  for  the  TTO  to  arrive  at  the  location  of  the  tow  request  are  extremely  important  data 
elements  that  must  be  tracked  in  real-time  in  order  to  manage  towing  efficiency  and  meet  service  level 
commitments.  AutoRe turn’s  ADS  system  was  designed  with  these  and  other  essential  features  in 
mind.  The  ADS  system  allows  the  tow  status  to  be  tracked  in  real-time  from  the  point  that  the  tow 
information  is  entered  into  the  system  by  police  officials  or  the  AutoRetum  dispatchers  to  the  point  the 
tow  has  been  completed  with  the  vehicle  being  off-loaded  at  a  storage  facility  or  other  designated 
location.  The  Nextel  handheld  device  provides  the  TTO  a  user-friendly  tool  for  managing  the  status  of 
the  tow  in  real-time.  The  status  can  be  changed  through  a  simple  two-step  button  click  sequence  on 
the  Nextel  device  as  illustrated  below: 


In  addition  to  supporting  the  fully  electronic  dispatch  communications  and  status  management,  the 
Nextel  devices  allow  for  radio  communications  with  AutoRetum  dispatchers  as  a  backup 
communications  method  and  a  way  to  augment  the  electronic  dispatch  communications  to  address 
exceptions  cases. 
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The  ADS  system  can  support  a  configurable  set  of  tow  status  codes  that  can  all  be  managed  in  real¬ 
time.  AutoRetum  and  municipalities  can  work  together  to  select  the  desired  set  of  status  codes  to  be 
tracked  from  the  following  configurable  selections: 

*  NEW 

*  REQUESTED 

■  DISPATCHED 

*  ACCEPTED 

■  REJECTED 

*  ON  SITE 

*  IN  TOW  (Optional  status  code  that  can  be  used) 

*  AT  DESTINATION  (Optional  status  code  that  can  be  used) 

*  CLEARED  (COMPLETE) 

■  CANCELLED 

■  Others  as  needed 


For  its  current  operations,  AutoRetum  utilizes  the  following  status  workflow: 

■  REQUESTED  DISPATCHED  ->  ACCEPTED  ONSITE  -»  CLEARED 


When  the  TTOs  are  logged  into  the  Nextel  handsets  to  manage  the  tow  status  changes,  the  GPS 
coordinates  for  the  TTO’s  current  location  at  the  time  the  status  changes  is  processed.  For  example,  if 
the  TTO  changes  the  status  to  ON  SITE,  the  TTO’s  current  location  can  be  compared  to  the  location 
defined  in  the  tow  request  to  ensure  that  the  TTO  has  not  prematurely  changed  the  status  to  ON  SITE, 
prior  to  arriving  at  the  tow  location.  The  diagram  on  the  following  page  depicts  the  status 
management  workflow  supported  by  the  ADS  system. 
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2.  Digital  Image  Processing  for  Security  and  Quality  Assurance 

AutoRetum  utilizes  the  Pelco  surveillance  systems  at  all  of  its  facilities.  Known  for  excellence  in  its 
surveillance  cameras,  Pelco  is  the  world’s  largest  manufacturer  of  video  security  equipment  and 
surveillance  cameras.  In  addition  to  its  industry  leading  cameras,  the  Pelco  DX8000  model  digital 
video  recorders  (“DVR”)  offer  the  latest  in  digital  surveillance  technology,  including  audio  for 
selected  camera  locations.  The  following  screen  image  illustrates  the  Pelco  software  application  view 
used  to  view  both  real-time  and  archived  footage.  As  a  standard  practice,  AutoRetum  archives  video 
footage  for  a  number  of  months  so  that  it  can  be  utilized  well  after  the  final  disposition  of  the  vehicle 
to  address  any  issues  such  as  claims  made  for  vehicle  damage  or  property  loss. 


Pelco  Digital  Surveillance  System 


Multi-Dimensional  Views  of  Vehicles 

AutoRetum  utilizes  digital  imaging  of  vehicles  to  facilitate  quality  control  within  its  storage 
operations.  The  only  thorough  way  to  document  a  vehicle’s  condition  is  to  capture  digital  images  of 
the  vehicle  for  use  in  accurate  pinpointing  of  any  damage  that  may  occur  while  handling  the  vehicle. 
To  clearly  document  the  exact  condition  of  all  vehicles  entering  or  exiting  its  facilities,  AutoRetum 
places  a  minimum  of  5  cameras  at  each  entry  or  exit  gate  that  are  positioned  to  capture  images  of  the 
vehicle  from  four  dimensions  as  well  a  fifth  camera  that  is  focused  on  the  vehicle  license  plate  as  it 
enters  or  exits  the  facility.  Through  these  cameras,  the  DVRs  capture  running  footage  the  entire  time 
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the  vehicle  is  passing  in  or  out  of  a  storage  facility  gate.  AutoRetum  uses  this  footage  to  isolate 
dozens  of  digital  images  extracted  from  the  running  video  as  individuals  still  images  (frames),  to  be 
utilized  in  the  same  manner  as  traditional  photos. 


Broad  Coverage  of  Storage  and_  Office  Facilities 

Beyond  the  entry  and  exit  gates  of  its  facilities,  AutoRetum  also  deploys  surveillance  cameras 
throughout  its  storage  and  office  facilities  to  provide  comprehensive  coverage  of  all  critical  areas 
within  its  operations.  AutoRetum  utilizes  a  combination  of  fixed  indoor  and  outdoor  cameras  as  well 
as  pan-tilt-zoom  (“PTZ”)  cameras  that  can  be  controlled  remotely  to  allow  a  system  user  to  “move 
around”  the  facility,  zooming  in  and  out,  from  a  remote  location  in  real-time. 


Video  Surveillance  Access  jbr  City  Officiate 

In  addition  to  benefitting  AutoRetum’ s  operations,  the  Pelco  system  also  provides  a  user-friendly  web- 
based  version  of  its  application  that  can  be  easily  deployed  on  City  computer  workstations  to  allow 
City  officials  to  utilize  the  system  to  monitor  AutoRetum’s  operations  in  real-time.  This  solution  is 
utilized  by  the  contract  administrators  who  oversee  AutoRetum’s  San  Francisco  operations. 


3.  Informational  Display  Monitors 

AutoRetum  recognizes  the  need  to  provide  vehicle  owners  with  as  much  information  as  possible  to 
make  the  vehicle  retrieval  process  customer-friendly  and  as  hassle-free  as  possible.  As  called  for  in 
the  RFP,  AutoRetum  will  provide  two  flat  panel  monitors  (20”  or  larger)  that  will  display  a  City- 
approved,  continuously  looping,  bi-lingual  slide-show  that  provides  vehicle  owners  helpful 
information  regarding  the  vehicle  impoundment  and  redemption  process. 

AutoRetum  already  utilizes  informational,  flat  panel  monitors  for  our  San  Francisco  customer  service 
center.  This  monitor  is  integrated  with  an  automated,  queue  management  system.  When  customers 
pass  through  the  door  to  the  customer  service  center,  they  pass  a  user-friendly  kiosk  from  which  they 
obtained  printed  ticket  indicating  their  position  in  the  customer  service  queue.  Customers  are  not 
required  to  stand  in  lines.  The  flat  panel  monitor  provides  a  continuous  view  of  the  customer  queue  so 
that  customers  can  monitor  their  current  position.  The  system  allows  AutoRetum  to  capture  both  the 
arrival  time  and  the  service  time  for  each  and  every  customer,  so  that  detailed  metrics  can  be  provided 
regarding  customer  service  wait  times,  average  service  time,  etc.  When  a  customer  service  agent 
becomes  available,  the  queue  management  system  flashes  a  message  on  the  flat  panel  display  as  well 
as  playing  an  audio  announcement  through  speakers  mounted  in  the  customer  service  lobby.  This 
message  instructs  the  next  customer  in  the  queue  (by  ticket  number)  to  proceed  to  the  appropriate 
service  window  (by  window  number).  The  queue  system  utilized  by  AutoRetum  supports  the 
capability  to  imbed  continuously  rotating,  informational  messages  into  the  same  display  monitor  that 
is  used  to  display  the  queue  status  information.  Should  the  City  approve  the  approach,  the 
informational  display  requirement  can  be  combined  with  the  queue  status  messaging  capabilities  of  the 
queue  management  system.  The  image  on  the  following  page  shows  the  AutoRetum  customer  service 
lobby  in  San  Francisco,  including  the  queue  system  components. 
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4.  Office  Equipment 

At  a  minimum,  each  office  will  be  equipped  with  all  the  necessary  equipment  to  support  all  the 
required  functions  ranging  from  customer  service,  to  administrative  activities,  and  to  the  dispatch 
management  and  impound  operations  functions.  This  equipment  includes  (but  is  not  limited  to): 

■  Phones  (see  Section  VI.A.a.9:  Phone  System  -  311  for  a  complete  discussion  of  the  AutoRetum 
phone  system) 

■  Desktop  computers 

*  Printers 

■  Printer,  copier,  scanner  and  fax  multi-function  machines 

■  Employee  electronic  time  clocks 

■  Credit  card  and  debit  card  payment  processing  terminals 

*  Safe  for  cash  control 

*  Self-service  and  queue  management  kiosk(s) 

*  Two-way  radios  (Nextel  DirectConnect push-to-talk  communication  devices) 


5.  Maintenance  Plan  for  Equipment 

All  AutoRetum  equipment  is  regularly  maintained  based  on  manufacturer  specifications  and  industry 
standards.  AutoRetum  purchases  and  maintains  manufacturer  support  and  repair  agreements  for  all 
computing  equipment  and  accessories.  The  support  of  all  technology  equipment  is  managed  by  the 
AutoRetum’s  System  Administrators.  AutoRetum  will  employ  System  Administration  staff  locally 
for  the  Chicago  operations  and  this  staff  will  be  reinforced  by  the  AutoRetum  centralized  IT 
Department  based  in  San  Francisco. 

For  general  office  equipment  such  as  printer,  copier,  scanner  and  fax  machines,  AutoRetum  maintains 
contracts  with  3ld  party  equipment  service  and  supply  providers. 

For  specialized  equipment  such  as  the  digital  surveillance  systems,  AutoRetum  maintains  contracts 
with  manufacturer  authorized  installation  and  service  companies. 

AutoRetum  makes  significant  investments  in  a  wide  range  of  equipment  to  help  support  its  operations. 
Given  the  importance  of  the  equipment  and  tools  utilized  by  AutoRetum  employees  to  drive 
operational  efficiencies,  the  company  is  committed  to  providing  the  necessary  resources  to  ensure  that 
the  equipment  is  properly  maintained. 


h.  Roll-Out  Timeline 

The  Company,  within  Appendix  F:  Roll-out  Plan,  has  provided  details  of  its  proposed  timeline  for 
executing  the  various  phases  of  implementation,  from  date  of  Contract  award  notification  (including 
any  preliminary  actions  or  tasks  undertaken  in  advance  of  such  notice),  to  early  transition  and  cut-over 
from  the  current  vendor  to  the  Company's  control.  Through  the  Company’s  use  of  an  experienced 
transition  team,  there  are  no  projected  reductions  in  management  or  supervisory  workforce. 
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L  Auto  Pound  Hardware  and  Software 

L  Hardware  and  Software  Solution  Components 

This  section  provides  an  overview  of  all  hardware,  software,  and  middleware  components  that  will  be 
provided  by  AutoRetum  to  support  the  Chicago  dispatch,  towing,  service,  impound,  and  disposal 
management  operations.  AutoRetum  provides  a  comprehensive  solution  of  integrated  technology 
components  that  collectively  support  the  full  life-cycle  of  the  vehicle  towing  process  for 
municipalities. 

Discussions  of  many  of  the  AutoRetum  technology  components  are  provided  in  a  number  of  proposal 
sections  where  the  specific  technology  is  relevant  to  explaining  how  AutoRetum  combines  a  mixture 
or  people,  process  and  technology  to  provide  solutions  for  specific  functional  areas  of  the  operations. 
These  section  by  section  discussions  combined  with  the  technology  overview  provided  in  this  section 
have  also  been  covered  in  greater  detail  in  a  single  cohesive  technology  discussion  provided  in 
Appendix  J:  ARIES  Technology  Platform.  AutoRetum  encourages  the  reader  to  consult  this 
appendix  to  gain  familiarity  with  the  full  range  of  technology  capabilities  that  are  provided  by 
AutoRetum. 

The  following  table  provides  the  list  of  hardware  and  software  components  that  are  explicitly  called 
out  in  RFP  Section  III.3.3.6  -  Implementation  Plan,  Subsection  (i),  along  with  reference 
information  for  the  proposal  section  and  /  or  appendix  where  the  technology  component  is  discussed  in 
detail. 


Hardware  /  Software  Solution  Component 

Proposal  Reference 

Inventory  Management  System 

*  Section  VI.A.a.4:  Inventory  System 

Appendix  J:  ARIES  Technology  Platform  -  Section  4 

Reporting  Software 

"  Section  VI.A.i.5:  Reporting  Overview 

"  Appendix  J:  ARIES  Technology  Platform  -  Section  7 

Hand-held  computers  and  bar  code  systems 

*  Section  VI.A.a.2:  Real-time  Hand-Held  Wireless 

Computers 

*  Appendix  J:  ARIES  Technology  Platform  -  Section  4 

Security  system  software  and  equipment 

*  Section  VI.A.g.2:  Digital  Image  Processing  for  Security 
and  Quality  Assurance 

*  Appendix  J:  ARIES  Technology  Platform- Section  5 

GPS  software  and  equipment 

*  Section  VI.  A.g.  1 :  GPS-Enabled  Intelligent  Dispatch 
Capabilities 

*  Appendix  J:  ARIES  Technology  Platform  -  Section  3 

Automated  telephone  system 

*  Section  VI.A.a.9:  Phone  System  -  3 1 1 

“  Section  VI.A.d.4:  Automated  Phone  System  &  Website 

AutoRetum  website 

Section  VI. A.a.  10:  Website -311 

■  Section  VI.A.d.4:  Automated  Phone  System  &  Website 

*  Appendix  J:  ARIES  Technology  Platform  -  Section  6 
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Hardware  /  Software  Solution  Component 

Proposal  Reference 

Electronic  dispatch  management  system 

•  Section  VI. A.g.  1 :  GPS-Enabled  Intelligent  Dispatch 
Capabilities 

*  Appendix  J:  ARIES  Technology  Platform  -  Section  3 

Backup  and  recovery  systems 

*  Appendix  J:  ARIES  Technology  Platform  -  Section  2 

This  section  will  also  address  the  required  timelines  for  installing  and  testing  all  of  the  required 
hardware  and  software  components  and  the  user  training  requirements.  Should  the  City’s  evaluation 
of  the  AutoRetum  solution  be  favorable,  and  if  the  process  extends  beyond  the  review  of  this  proposal, 
AutoRetum  looks  forward  to  the  opportunity  to  provide  City’s  evaluation  committee  with  a 
demonstration  of  any  aspect  of  the  technology  employed  by  AutoRetum  to  support  its  operations. 


ARIES  Technology,  Platform  Overview 


Of* 

AutoRetum 


ARIES  -  Our  integrated  software  and  hardware  system  platform  is  called 
ARIES  -  which  stands  for  AutoRetum  Integrated  Enterprise  System.  ARIES  is 
the  first  comprehensive  technology  solution  for  the  municipal  towing  industry 
and  is  the  integration  of  industry  leading  components  including  both  proprietary 
and  commercially  available  towing  and  impound  management  software  applications,  GPS  tracking 
and  field  workflow  management,  a  fully  automated  phone  system,  and  AutoRetum’ s  custom  self- 
service  website.  ARIES  provides  City  officials,  towing  subcontractors,  AutoRetum  personnel,  and 
vehicle  owners  with  multiple  interfaces  tailored  to  meet  their  individual  needs. 


Unparalleled  Technical  Systems,  Tailored  for  the  Municipal  Towing  Industry  -  AutoRetum 
conducted  an  extensive  evaluation  of  commercially  available  software  and  chose  several  “point” 
solutions  that  make  up  parts  of  the  ARIES  solution.  The  “point”  solutions  provide  the  solid 
foundation  and  robust  capabilities  to  support  all  aspects  of  ARIES.  AutoRetum  has  used  a  proven 
methodology  to  make  software  selections  in  areas  ranging  from  electronic  dispatch  and  towing 
management,  GPS  tracking,  field  workflow  management,  vehicle  storage  management  including 
wireless  handheld  computers,  customer  service  processing,  lien  sales  processing,  and  automated 
telephony  processing.  Collectively,  the  3rd-party  tools  selected  by  AutoRetum  in  combination  with 
proprietary  application  components  developed  internally  by  AutoRetum  engineers,  make  ARIES  the 
most  complete  end-to-end  solution  available  for  municipal  towing  and  impound  operations.  This 
comprehensive  solution  is  unlike  any  other  available  in  the  industry  today. 

ARIES  Component  Architecture  -  ARIES  is  a  full-featured  solution  for  managing  all  aspects  of  a 
municipal  towing  operation  including  electronic  dispatch  and  towing  management,  customer  service, 
and  vehicle  release  management,  and  vehicle  storage  and  disposal.  The  specific  ARIES  components 
that  AutoRetum  proposes  to  utilize  for  the  City’s  operations  are  all  proven  solutions  that  are  currently 
in  use  supporting  the  management  of  a  yearly  average  tow  volume  of  nearly  70,000  tows  in  San 
Francisco: 


■  Automated  Dispatch  System  (“ADS”)  -  AutoRetum  developed  ADS  as  a  proprietary  solution  to 
support  the  company’s  unique  electronic  dispatch  and  towing  management  requirements.  ADS 
allows  for  electronic  tow  request  submittal  from  Police  Department  users  to  the  towing 
subcontractors  and  even  directly  to  the  tow  truck  operators  (“TTOs”)  deployed  in  the  field.  The 
system  utilizes  an  underlying  GPS  technology  and  can  make  “optimized”  tow  assignments  based 
on  a  variety  of  zone-based,  rotational,  and  “closest  to”  algorithms.  The  system  aids  dispatchers 
and  TTOs  through  the  use  of  automated  alerts  to  ensure  that  tow  response  service  levels  are  met. 
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■  ActSoft  Comet  Tracker  GPS  Field  Workflow  Management  -  ADS  integrates  seamlessly  with 
the  Comet  Tracker  GPS  and  field  workflow  management  system.  Comet  Tracker  is  one  of  the 
leading  GPS  applications  available  today  and  is  utilized  by  a  variety  of  companies  to  support 
various  types  of  workflow  needs  for  workers  deployed  in  the  field.  The  application  leverages 
Sprint  /  Nextel  (“Nextel”)  handheld  devices  and  cellular  network  for  data  communications. 
Utilizing  the  data  provided  by  Comet  Tracker,  ADS  can  determine  which  TTOs  are  actively  on 
duty  and  available  along  with  their  current  locations  via  the  capabilities  of  the  Nextel  device. 
Using  the  Comet  Tracker  MCOMET  program  that  runs  on  the  Nextel  devices,  the  TTOs  can 
receive  tow  requests  electronically,  acknowledge  requests,  and  manage  the  status  of  tow  requests 
in  real-time. 

*  Dispatch  &  Towing  Solutions  (“DTS”)  -  One  key  component  of  ARIES  is  the  dispatch,  towing, 
storage,  and  retrieval  management  computer  software  application  provided  by  Dispatch  & 
Tracking  Solutions,  LLC  based  in  Newport  Beach,  California  fwww.dtsdispatch.com).  DTS’s 
Law  Enforcement  Tow  System  (“LETS”)  and  the  companion  Tow  Management  System  (“TMS”) 
were  designed  and  built  to  address  the  unique  needs  of  municipal  towing,  storage,  retrieval,  and 
disposal  operations.  In  addition  to  San  Francisco,  the  DTS  software  is  also  used  for  similar 
municipal  towing  operations  in  both  San  Diego  (60,000  annual  tows)  and  Orange  County  (13,000 
annual  tows). 

•  Cisco  Systems  VoIP  Call  Center  System  -  AutoRetum’s  call  center  processing  is  deployed 
utilizing  the  industry  leading  Cisco  Systems  Unified  Communications  System,  “voice-over-IP” 
(“VoIP”)  telephony  system.  The  Cisco  system  supports  all  the  modem  call  center  capabilities 
including  advanced  call  routing,  queuing,  and  interactive  voice  response  (“IVR”)  capabilities  that 
provide  self-service  processing  including  vehicle  release  capabilities.  Incoming  calls  are 
monitored  and  managed  proactively  and  the  system  allows  for  rigorous  performance  reporting  to 
measure  service  levels. 

■  Full  Featured  “Self-Service”  Website  -  AutoRetum’s  website  provides  a  wide  range  of  useful 
information  and  tools  to  customers  such  as  vehicle  search  capabilities,  instructions  to  obtain  the 
release  of  vehicles,  on-line  payment  of  towing  and  storage  fees,  answers  to  frequently  asked 
questions  (“FAQs”),  on-line  claim  and  complaint  submission,  and  auction  marketing  (vehicle  lists 
and  photos)  and  results  information. 

#  Streamlined  Walk-in  Service  -  AutoRetum’s  walk-in  services  centers  feature  automated  queue 
management  systems  with  self-service  kiosks  that  issue  customers  service  numbers  when  entering 
the  facility  that  eliminate  waiting  in  traditional  lines  and  also  allowing  for  organizing  customers 
into  specific  queues  focused  on  each  individual’s  customer  specific  needs.  For  straightforward 
vehicle  release  transactions,  customer  can  utilize  the  self-service  kiosks  to  search  for  their 
vehicle’s  information  and  process  payments  via  credit  or  debit  cards,  allowing  the  customer  to 
proceed  directly  to  the  pick-up  point  to  retrieve  their  vehicle. 

*  Robust  Real-Time  Reporting  -  ARIES  provides  a  robust  collection  of  real-time  reporting 
capabilities  that  ensure  the  absolute  “transparency”  of  AutoRetum’s  operations.  In  San  Francisco 
alone,  AutoRetum  generates  and  delivers  electronically  over  30  reports  on  a  daily,  weekly, 
monthly,  or  quarterly  basis.  Nearly  all  of  the  City’s  reporting  requirements  can  be  met  through 
existing  reports,  with  minimal  programming  required.  Any  specific  reports  that  are  unique  to  the 
City  can  be  developed  quickly,  leveraging  existing  reports.  The  automated  reports  can  be 
delivered  via  secure  FTP  file  sharing  websites  (FTP  over  SSL),  secure  web  pages  (HTTPS),  email 
(including  secure  email),  or  automated  fax. 

•  Proactive  Service  Level  Management  -  Nearly  all  of  AutoRetum’s  systems  have  built-in 
monitoring  capabilities  that  are  used  to  provide  proactive  alerts  to  managers  and  supervisors  when 
service  level  issues  arrive.  As  an  example,  the  AutoRetum  “Dashboard”  provides  a  real-time, 
single-screen  view  into  all  of  the  company’s  critical  service  level  metrics. 
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■  Wireless  Handheld  Computers  -  Optimized  “on  the  lot”  inventory  management  capabilities 
utilizing  wireless  handheld  computers  with  bar  code  and  RFID  scanning  capability.  These  devices 
aid  the  real-time  check-in  of  vehicles  arriving  at  the  lot  as  well  as  the  ability  to  confirm  a  vehicle’s 
status  as  available  for  release. 

•  Advanced  Security  and  Surveillance  Systems  -  AutoRetum  deploys  industry  leading  digital 
video  surveillance  technology  at  all  of  its  facilities  that  capture  and  archive  both  video  and  audio 
signals,  24  hours  a  day.  Managers  and  supervisors  can  monitor  the  entire  facility  from  their  desk 
or  even  remotely.  The  video  image  data  of  vehicles  entering  and  exiting  the  facility  also  provide  a 
critical  tool  for  the  company’s  claim  administrators.  Remote  access  can  be  provided  to  the  City 
through  a  web-based  client,  allowing  City  officials  to  visually  monitor  AutoRetum’ s  operations  in 
real-time. 

•  High  Volume  Vehicle  Disposal  Operations  Focused  on  Revenue  Maximization  -  AutoRetum 
has  proven  technology  for  managing  high-volume  sales  of  unclaimed  vehicles.  The  company 
follows  a  policy  of  strict  adherence  to  all  state  and  local  laws  governing  the  vehicle  disposal 
process.  The  inventory  management  system  provides  automated  tools  for  minimizing  cycle  times. 
All  aspects  of  the  company’s  vehicles  sales  data  are  shared  through  reports  with  the  City  and  also 
vehicle  auction  results  are  made  available  on  the  company’s  website.  This  “transparency”  in  its 
operations  serves  to  ensure  that  all  vehicles  are  disposed  of  in  an  appropriate  maimer,  adhering  to 
all  state  and  local  laws  and  regulations. 
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The  “block”  diagram  provided  below  illustrates  the  ARIES  component-based  architecture  at  a  high 
level.  The  various  functions  that  can  be  supported  ARIES  are  depicted  across  the  top  of  the  diagram, 
only  some  of  which  are  required  for  the  City.  The  diamond  and  arrow  blocks  on  the  left  depict  the 
various  stakeholders’  access  to  information.  The  rectangular  blocks  represent  the  various  3rd-party 
and  custom  applications  that  are  integrated  together  to  function  as  a  common  solution.  For  further 
details  on  all  of  the  ARIES  technology  components,  please  see  Appendix  J:  ARIES  Technology 
Platform. 
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2.  Integration  with  City  Systems 

AutoRetum  is  committed  to  ensuring  that  its  operations  are  as  transparent  as  possible  and  that  City 
officials  have  access  to  all  the  information  that  they  require.  This  can  be  done  by  providing  City 
officials  with  direct  access  to  specific  ARIES  application  components  that  they  require.  ARIES  has 
been  architected  so  that  the  various  application  components  can  be  deployed  as  web-based 
applications  that  require  nothing  more  than  an  Internet  browser  on  a  standard  user  workstation  running 
Microsoft  Windows. 

Another  way  that  AutoRetum  can  ensure  that  City  officials  gain  access  to  the  information  that  they 
require  is  to  work  with  City  IT  personnel  to  integrate  ARIES  with  selected  systems  that  are  maintained 
by  the  City  and  related  to  the  towing  and  storage  operations.  AutoRetum  and  its  technology  partners 
have  extensive  experience  in  working  with  City  IT  personnel  to  design,  develop,  and  implement 
integration  approaches  that  are  both  reliable  and  secure,  so  as  not  to  impact  the  data  integrity  of  any 
City-maintained  systems.  AutoRetum  is  well  versed  in  integration  approaches  that  limit  AutoRetum’s 
access  to  information  and  safeguards  other  sensitive  data  contained  in  City-maintained  systems. 

At  a  minimum  and  solely  at  the  company’s  expense,  AutoRetum  will  work  with  City  IT  personnel  to 
ensure  that  ARIES  interfaces  seamlessly  with  the  Department  of  Revenue’s  CANVAS  system. 
Likewise,  AutoRetum  will  also  support  the  development  of  any  required  interfaces  to  Department  of 
Streets  and  Sanitation  systems  with  which  AutoRetum  must  communicate.  For  any  collaborative 
integration  effort  undertaken  with  the  City,  AutoRetum  commits  to  following  the  City’s  privacy  and 
security  policies,  standards,  and  guidelines.  This  includes  all  applicable  portions  of  the  Information 
Security  Policy.  AutoRetum  is  committed  to  adhering  to  all  City  of  Chicago  hardware  and  software 
standards. 


3.  Deployment  Timelines 

With  adequate  planning,  AutoRetum  successfully  launched  ARIES  over  a  single  weekend  in  San 
Francisco.  Starting  at  12AM  on  AutoRetum’s  first  day  of  operations,  the  previous  contractor  stopped 
processing  new  tow  dispatch  requests  and  AutoRetum  began  receiving  and  processing  all  new  tow 
requests  from  the  City.  AutoRetum  launched  at  full  capacity  and  was  immediately  able  to  handle  the 
full  towing  volume,  meeting  the  service  level  commitments  for  the  City. 

AutoRetum  recommends  a  similar  approach  for  Chicago,  where  on  the  designated  date  for  AutoRetum 
to  assume  the  services  called  for  in  the  Contract,  the  company’s  ARIES  would  be  used  for  managing 
all  towing  related  information  from  that  point  onward. 

This  section  provides  details  on  the  projected  deployment  timelines  for  AutoRetum  hardware 
infrastructure  and  software  solutions.  For  a  broader  operational  discussion  of  AutoRetum’s 
deployment  plans  for  the  Chicago  project,  please  see  Appendix  F:  Roll-Out  Plan. 


A  n  a  lysis.  Configuration  Testing,  Training  and  Sign-off  Phase 

Should  AutoRetum  be  selected  to  assume  the  responsibilities  outlined  in  the  RFP,  AutoRetum  will 
immediately  begin  preparing  its  systems  and  putting  in  place  the  necessary  operational  changes  to 
support  the  RFP  requirements.  This  process  can  be  conducted  in  parallel  to  the  effort  to  finalize  the 
Contract  between  the  City  and  AutoRetum. 

The  effort  to  configure  the  systems  and  prepare  the  necessary  operational  components  will  involve 
meeting  key  stakeholders  representing  the  City,  and  specifically  the  various  departmental  personnel 
that  will  be  utilizing  the  ARIES  systems.  AutoRetum  plans  to  work  with  the  City  through  remote 
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(phone  and  email)  communications,  and  more  importantly,  face-to-face  meetings  conducted  through 
site  visits  by  the  company’s  Chief  Technology  Officer,  John  Pendleton  and  other  representatives  of  the 
AutoRetum  IT  Team.  These  face-to-face  interactions  with  the  key  City  personnel  are  critical  to 
gaining  a  full  understanding  of  all  of  the  detailed  components  of  the  existing  process  and  the 
envisioned  process  for  the  future.  AutoRetum  believes  that  the  necessary  analysis  can  be  conducted 
within  two  weeks. 

After  the  necessary  procedural  and  operational  launch  analysis  is  completed,  the  AutoRetum 
development  team  will  return  to  San  Francisco  to  complete  the  necessary  configuration  of  the  ARIES 
applications  to  match  the  specific  procedural  requirements  agreed  to  with  the  City  representatives  to 
prepare  the  systems  for  use.  AutoRetum’s  systems  administration  team  (both  the  San  Francisco-based 
staff  and  the  local  Chicago  team  members)  will  remain  on  site  in  Chicago,  immediately  launching  into 
the  effort  to  deploy  all  the  required  hardware  infrastructure  to  support  ARIES. 

While  the  AutoRetum  IT  Team  is  configuring  ARIES,  the  local  management  team  will  implement  the 
necessary  operational  components  to  ensure  a  successful  deployment  of  not  only  the  technical 
systems,  but  also  the  operational  components  that  are  required  by  the  RFP.  This  will  likely  involve  an 
iterative  process  of  working  with  the  appropriate  city  officials  and  towing  subcontractor 
representatives  to  make  the  necessary  preparations. 

Once  the  AutoRetum  systems  have  been  configured,  AutoRetum  will  utilize  a  combination  of  both 
remote  and  on-site  technical  support  to  ensure  that  the  ARIES  systems  will  properly  function  on  all  of 
the  computers  that  will  be  used  to  access  the  system.  This  will  include  all  of  the  city-owned  computer 
workstations  where  users  will  need  to  access  ARIES,  as  well  as  deploying  the  wireless  laptop 
computers  required  for  accesssing  the  Department  of  Revenue’s  CANVAS  system.  All  computer 
workstations  will  be  validated  through  direct  testing  efforts  to  confirm  that  the  ARIES  system  is 
accessible  and  functions  correctly  for  the  given  workstation. 

Another  activity  of  critical  importance  will  be  the  scheduling  the  necessary  training  for  AutoRetum 
personnel,  city  personnel  that  will  be  accessing  the  ARIES  systems,  as  well  as  the  tow  truck  operators 
(“TTOs”)  that  will  be  utilizing  the  Nextel  handheld  devices  for  electronic  dispatch  communications. 
AutoRetum  will  provide  sufficient  training  in  advance  of  the  launch  date  to  ensure  that  all  users  are 
comfortable  with  the  use  of  the  ARIES  systems.  As  part  of  the  user  training  sessions,  AutoRetum  will 
provide  user  guides  as  a  reference  for  future  use. 

Once  the  systems  have  been  configured,  all  of  the  computer  workstations  have  been  tested,  and  the 
users  have  been  trained,  AutoRetum  plans  to  conduct  a  final  sign-off  exercise  with  the  key  city 
stakeholders  to  determine  that  all  steps  have  been  taken  to  ensure  a  successful  launch.  AutoRetum 
will  provide  city  officials  with  a  “Deployment  Sign-Off  Checklist”  outlining  all  of  the  key  items  that 
need  to  be  completed  and  confirmed  prior  to  the  launch. 


Deployment  and  Launch  Validation  Phase 

Once  the  City  has  signed  off  on  all  of  the  pre-deployment  activities,  the  deployment  can  be  conducted 
on  the  agreed-upon  date.  During  the  deployment  and  beyond,  AutoRetum  will  have  key 
representatives  from  its  San  Francisco-based  IT  Team  to  on  site  in  Chicago  to  assist  the  local  systems 
administration  team.  AutoRetum  recommends  that  there  be  a  dedicated  two-week  period  starting  on 
the  deployment  date  that  serves  to  assure  the  City  that  the  all  the  required  systems  are  functioning  as 
designed.  This  two-week  “Deployment  Validation”  phase  would  culminate  in  a  formal  checkpoint 
session  with  the  City  where  all  the  required  system  components  would  be  reviewed  and  confirmed  as 
being  in  a  fully  functional  state.  As  with  the  pre-deployment  phases,  AutoRetum  will  provide  city 
officials  with  a  “Deployment  Validation  Sign-Off  Checklist”  outlining  all  of  the  key  items  that  need  to 
be  reviewed  to  validate  the  successful  launch  of  the  ARIES  solution  components.  Any  items  that  still 
require  attention  at  the  end  of  the  “Deployment  Validation”  phase  will  be  documented  as  formal  action 
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items.  AutoRetum’s  General  Manager  will  be  responsible  for  ensuring  the  appropriate  follow-up  on 
any  action  items  that  are  identified.  The  launch  of  the  ARIES  applications  will  not  be  deemed 
complete  until  the  City  is  satisfied  that  all  action  items  have  been  addressed  to  the  City’s  satisfaction. 


Technology  Start-up  Schedule  TjimUm. 

AutoRetum  proposes  the  following  systems  start-up  schedule  timeline  that  would  commence  on  the 
date  agreed  upon  between  the  City  and  AutoRetum: 


Start-up  Activity 

Time  Required 

Detailed  Requirements  Analysis 

2  weeks 

Configuration  of  ARIES  (hardware  and  software)  to 
Meet  Chicago  Requirements 

8  weeks 

Implementation  of  Operational  Procedures  by  Local 
Management  Team 

Conducted  in  parallel  to  “Configuration  of  ARIES” 

AutoRetum  Personnel,  City  Personnel,  and  Tow 

Tmck  Operator  (“TTO”)  User  Training 

'  Conducted  in  parallel  to  “ARIES  Testing” 

Pre-Deployment  “Sign-off’  by  City 

“Checkpoint” 

ARIES  Production  Systems  Deployment 

Day  1  of  “Deployment  Validation  Period” 

Deployment  Validation  Period 

2  weeks 

Post-Deployment  “Sign-off’  by  City 

“Checkpoint” 

Cumulative  Time-line: 

12  weeks 

4.  User  System  Training 

AutoRetum  provides  its  employees  with  detailed  training  on  all  of  the  ARIES  solution  components  to 
ensure  that  our  workers  have  the  knowledge  to  use  the  tools  provided  to  perform  their  job  function  to 
the  best  of  their  abilities.  AutoRetum  provides  formal  classroom,  as  well  as  “on  the  job”,  training  to 
employees  in  the  use  of  all  of  the  AutoRetum  systems.  These  technology-oriented  training  classes  are 
combined  with  procedural  training  classes  to  ensure  that  AutoRetum’s  employees  have  a  strong 
command  of  the  work  procedures  and  policies,  along  with  a  solid  understanding  of  the  tools  used  to 
support  the  work  procedures  and  policies.  Examples  of  this  “two-pronged”  approach  to  training  are 
provided  in  the  following  two  appendices  that  are  used  as  tools  in  training  AutoRetum’s  customer 
service  personnel: 

*  Appendix  N:  AutoRetum  Policies  Manual 

*  Appendix  O:  AutoRetum  Procedures  Manual 


AutoRetum  also  extends  its  training  programs  to  City  and  subcontractor  employees  that  require  access 
to  one  or  more  of  AutoRetum’s  systems.  For  example,  AutoRetum  has  a  specific  training  class  for 
tow  tmck  operators  (“TTOs”)  to  train  them  in  the  proper  use  of  the  Sprint  /  Nextel  mobile 
communication  devices  that  are  used  for  the  company’s  fully  automated  dispatch  communications  and 
real-time  status  management.  These  devices  serve  as  small  computers  and  many  TTOs  lack 
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familiarity  with  computer  processing.  The  training  ensures  that  the  TTOs  are  comfortable  with  the 
tool  before  they  are  asked  to  use  it  in  the  field.  For  City  officials  that  access  AutoRetum  systems,  an 
example  would  be  training  provided  to  City  dispatchers  in  the  use  of  AutoRetum’s  Automated 
Dispatch  System  (“ADS”).  This  solution  is  designed  in  such  a  manner  that  (where  appropriate) 
dispatchers  from  both  the  City  and  AutoRetum  can  collaborate  on  the  process  of  managing  new  tow 
requests  and  ensuring  that  service  levels  are  met,  all  within  a  common  system. 


AutoRetum  Training  Philosophy 

AutoRetum  is  committed  to  having  a  state-of-the-art  training  program.  We  know  that  training  and 
professional  development  of  our  staff  members  is  important  at  every  level  of  the  organization.  By 
providing  initial  new-hire  training,  as  well  as  long-term  development  of  each  employee,  we  increase 
employee  retention  and  satisfaction.  This  leads  to  better  on-the-job  performance.  These  performance 
enhancements  ultimately  lead  to  better  customer  service  and  support,  as  our  staff  members  are  willing 
and  able  to  do  the  best  they  can  to  assist  our  customers. 

AutoRetum  has  designed  a  curriculum  that  provides  training  for  new  hires,  as  well  as  on-going 
training  programs.  All  employees,  regardless  of  their  position  at  the  company,  receive  specific 
training  on  providing  superior  customer  service.  Additionally,  employees  receive  training  in  their 
specific  job  functions  upon  hiring.  As  an  on-going  effort  to  keep  our  staff  up-to-date  and  able  to  assist 
in  other  areas  of  the  company  as  needed,  many  staff  members  receive  training  in  secondary  job 
functions. 
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Initial  New  Hire  Training 

All  AutoRetum  employees  receive  a  two-hour  training  session  on  AutoRetum’s  business,  core  values, 
customer  service  principles,  mission,  and  a  general  orientation  to  the  company. 

All  employees  and  subcontractors  receive  a  training  class  of  Customer  Service  Skills  training, 
regardless  of  their  job  role  at  AutoRetum.  This  class  composed  of  two  different  modules: 

■  Communication  and  Listening  skills  workshop 

■  Legendary  Customer  Service  workshop 


Job-Specific  Training 

Most  all  employees  and  subcontractors  also  receive  job-specific  training,  including  staff  for  Dispatch, 
Customer  Service,  Storage,  Disposal,  and  tow  truck  operators.  This  training  is  focused  on  the  work 
procedures  and  policies  that  employees  need  to  understand  in  order  to  perform  their  job  functions. 


Technology  Training 

For  all  of  the  major  ARIES  application  components,  AutoRetum  provides  formal  classroom  training 
classes  in  the  use  of  the  system.  Specific  training  classes  are  provided  for  each  of  the  following 
systems  that  mission  critical  to  AutoRetum’s  operations: 

■  Automated  Dispatch  System  (“ADS”) 

■  Comet  Tracker  GPS  Tracking  and  Field  Workflow  System  (“Comet  Tracker”) 

■  DTS  Towing  and  Impound  Management  System  (“DTS”) 

■  Cisco  Unified  Communications  System  (“Cisco  VoIP”) 

■  Q-Flow  Queue  Management  System  (“Q-Flow”) 


Compliance  Training 

In  addition  to  the  functional  and  system  training  that  all  AutoRetum  employees  receive,  AutoRetum  is 
also  dedicated  to  providing  more  generalized  training  programs,  some  of  which  are  required  by  law. 
This  list  of  training  courses  includes,  but  is  not  limited  to: 

■  Supervisory  skills 

■  Safety 

■  Sexual  harassment  training 

■  Other  Human  Resources  related  training  programs 


On-Going  Training 

After  initial  training,  all  employees  receive  additional  training  each  calendar  year.  This  on-going 
training  and  development  enhances  existing  skills  as  well  as  helping  to  develop  new  skills  that 
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increase  employee  knowledge.  This  ultimately  leads  to  better  customer  service  across  all  AutoRetum 
job  functions. 


5.  Reporting  Overview 

One  of  AutoRetum’s  strongest  beliefs  is  in  the  power  of  “information  when  you  need  it,  how  you  need 
it,  and  where  you  need  it.”  This  section  provides  the  details  of  how  the  required  information  is  made 
accessible  to  all  of  the  stakeholders  for  AutoRetum’s  business  operations: 

■  City  officials  who  require  access  to  a  wide  array  of  information 

■  AutoRetum  employees  who  are  ultimately  responsible  for  the  accuracy  of  the  information 
•  Towing  subcontractor  owners,  managers,  and  tow  truck  operators 

■  Customers  who  need  assistance  with  the  retrieval  of  their  vehicles 
‘  Auction  huvers  and  other  vehicle  disposal  partners 


ARIES  has  been  designed  from  the  ground  up  to  meet  the  differing  needs  of  each  of  these  separate 
groups.  Most  simply  stated,  the  fundamental  objective  of  AutoRetum’s  ARIES  technology 
infrastructure  is  to  provide  a  platform  for  the  following: 

■  Capturing  and  managing  all  of  the  essential  operational  data  for  the  company’s  towing,  impound 
management,  customer  service,  and  disposal  operations. 

'  Delivering  this  information  in  real-time  to  all  key  stakeholders  who  play  a  role  in  the  operational 
processes  -  this  is  the  focus  of  this  section 


The  system  provides  essential  information  to  the  individuals  that  require  it  in  the  following  ways: 

■  Traditional  Reports  -  ARIES  provides  a  robust  collection  of  real-time  reporting  capabilities  that 
ensure  the  absolute  “transparency”  of  AutoRetum’s  operations.  In  San  Francisco  alone, 
AutoRetum  generates  and  electronically  delivers  over  30  reports  on  a  daily,  weekly,  monthly,  or 
quarterly  basis.  AutoRetum  is  confident  that  nearly  all  of  the  City’s  reporting  requirements  can  be 
met  through  existing  reports,  with  minimal  customization  required.  Any  specific  reports  that  are 
unique  to  the  City  can  be  developed  quickly,  leveraging  existing  reports. 

All  standard  ARIES  reports  can  be  run  on  an  ad  hoc  basis  or  automated  schedule  (daily,  weekly, 
monthly,  quarterly  etc.)  and  are  available  in  a  variety  of  electronic  formats  (MS  Excel,  Adobe 
PDF,  CSV,  etc.).  All  reports  can  be  delivered  to  the  City  and  other  City  officials  via  FTP  file 
sharing  websites  (FTP  over  SSL),  secure  web  pages  (HTTPS),  email  (including  secure  email),  or 
automated  fax. 

■  Proactive  Monitoring  Tools  -  AutoRetum’s  systems  continuously  record  more  information  than 
can  be  consumed  by  the  most  information  savvy  users.  When  the  essential  elements  of  this 
information  are  made  accessible  in  a  user-friendly  format,  AutoRetum  managers  and  supervisors 
become  empowered  to  proactively  manage  the  business  to  ensure  that  all  of  the  targeted  service 
levels  of  both  City  officials  and  customers  are  met  consistently. 

*  Automated  Alerts  and  Notifications  —  Many  problems  can  be  identified  as  soon  as  they  occur  if 
the  systems  that  are  used  to  manage  the  affected  process  area  are  designed  to  monitor  for  important 
exceptions  and  threshold  conditions.  AutoRetum  continuously  looks  for  opportunities  to  take  any 
issue  that  could  repeat  itself,  to  not  only  resolve  the  isolated  instance  of  the  problem,  but  to  also 
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configure  new  business  rules  into  the  relevant  ARIES  applications  to  monitor  for  the  condition  and 
alert  the  appropriate  person  should  the  condition  occur  in  the  future. 

*  Publicly  Available  Information  -  From  its  inception,  AutoRetum  has  subscribed  to  the  belief  that 
the  more  “transparent”  our  operations  become,  the  more  confident  the  company  can  be  that  its 
operations  are  meeting  or  exceeding  the  expectations  of  both  our  municipal  customers  and  the 
public  at  large.  AutoRetum  provides  the  public  with  numerous  tools  for  accessing  information 
from  our  self-service  phone  systems  and  public  website. 


Traditional  Reports:  Available  “On-Demand”  and  “Via  Automated  Scheduling1* 

AutoRetum  provides  extensive  reports  across  all  aspects  of  its  operations.  The  City  will  have  direct 
visibility  and  insight  into  each  functional  area  with  both  summarized  and  detailed  reporting.  Reports 
include: 

■  Tow  request,  dispatch  and  response  time  management 

■  Towing  volumes  by  category 

■  Inventory  management 

■  Vehicle  release 

■  Vehicle  disposal 


Adapting  AutoRetum  Reports  to  Meet  Chicago  Reporting  Requirements 

AutoRetum  recognizes  that  the  City  will  require  a  wide  range  of  reports  to  be  provided.  AutoRetum’ s 
contract  with  the  City  of  San  Francisco  requires  that  the  company  provide  over  30  unique  reports  on  a 
daily,  weekly,  monthly,  quarterly,  or  yearly  basis.  AutoRetum  is  committed  to  providing  all  of  the 
reports  that  are  called  out  in  the  RFP  requirements  as  well  as  additional  reports  that  are  required  in  the 
future.  All  reports  will  be  provided  in  a  format  and  delivered  in  a  manner  that  is  approved  by  the 
Commissioner.  All  reports  will  be  categorized  by  Auto  Pound  location  and  will  include  the 
corresponding  stock  number,  inventory  numbers,  and  ordinance  violations  as  requested  in  the  RFP. 

To  address  the  unique  reporting  requirements  of  Chicago,  AutoRetum  will  work  closely  with  the 
recipients  of  the  various  reports  to  collect  the  detailed  requirements  of  the  report.  AutoRetum  is 
confident  that  most  all  of  the  reports  that  are  required  can  be  addressed  using  existing  standard  reports 
provided  within  ARIES,  or  through  minor  modifications  to  existing  standard  reports.  In  cases  where 
the  Chicago  reporting  requirements  are  not  closely  aligned  with  an  existing  ARIES  reports,  new 
reports  will  be  developed  and  provided  in  the  required  format.  The  AutoRetum  IT  team  has 
developed  dozens  of  reports  over  the  past  5  years  of  operations.  The  company  is  confident  that  any 
reporting  requirement  can  be  addressed  to  the  City’s  satisfaction.  To  see  samples  of  a  number  of 
standard  AutoRetum  reports,  please  see  Appendix  K:  AutoRetum  Sample  Reports.  Additionally,  a 
more  detailed  discussion  of  the  ARIES  reporting  capabilities  and  further  examples  of  standard  ARIES 
reports  can  be  found  in  Appendix  J:  ARIES  Technology  Platform. 

The  following  sections  address  all  of  the  reporting  requirements  called  out  in  RFP  Exhibit  1  -  Scope 
of  Services  -  Section  XII  -  Reports. 
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Daily  Reports 

No  later  than  noon  of  each  day,  AutoRetum  will  provide  the  Commissioner  or  other  designated 
representative(s)  with  a  daily  towing  activity  report  that  summarizes  the  following  activities  for  the 
prior  day’s  operations: 

*  Vehicle  details  for  all  towed  vehicles 

Type  of  tow 
Time  of  notification 
Time  of  tow 
-  Vehicle  VIN 

Towed  from  location 

Towed  from  Ward  or  Police  District 

*  Details  for  all  vehicles  redeemed 

*  Vehicles  released  by  the  City  for  disposal 


AutoRetum  will  provide  separate  daily  reporting  on  the  amount  of  equipment  and  the  number  and 
titles  of  personnel  utilized  by  AutoRetum  for  the  prior  day’s  activity  (or  other  agreed  upon  reporting 
period).  A  separate  report  will  be  provided  that  shows  applicable  tow  truck  number  and  corresponding 
“Police  Tow”  sign  number  information. 

AutoRetum  will  collect  all  Tow  Reports  and  also  complete  Inventory  Reports  for  all  towed  vehicles. 
Copies  of  these  reports  will  be  provided  to  the  City  on  a  daily  basis  (or  other  agreed  upon  reporting 
period).  As  an  alternative  or  simply  as  an  additional  method  of  providing  the  City  with  Tow  and 
Inventory  Reports  information,  AutoRetum  can  make  these  reports  accessible  as  scanned  image  files, 
cross  referenced  by  the  tow  vehicle’s  tracking  ID  within  the  inventory  system.  For  our  San  Francisco 
operations,  AutoRetum  office  workers  scan  the  Tow  Reports  on  a  daily  basis  and  upload  theses  to  a 
file  server  that  is  shared  with  the  City  (secure  FTP  site).  Once  uploaded,  the  electronic  copies  of  the 
Tow  Reports  are  accessible  directly  through  the  user  interface  of  the  inventory  management  system. 
The  figure  on  the  following  page  provides  a  screen  image  of  the  “Call  Snapshot”  screen  within  the 
inventory  system  that  displays  a  summary  of  the  vehicle  record  details  as  well  as  the  scanned  image  of 
the  Tow  Report. 
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Call  Snapshot  Including  Scanned  Image  of  Tow  Authorization  Form 


http://mv2.dtsdispatch.net/7call _no=0000000300095frcontrficto[_code  =  AUTOf±cLJSt_code=SFPDX  ...  [-  )[n"|fx"' 


CALL  INFORMATION 

San  Francisco  Ant o Return 


Impound  Date:  03  222003 
Call  £ :  0000000300095 
Account:  SFPDX 
Reason :  FEE  T250QA 
Status :  RELEASED 


Year 

MX: 


Make:  HOND 
License:  CA  5HHF626 


Model: 
Stolen:  N 


Body:  4D 
Citations:  N 


Report  Date:  03-29-200S 

Color  GOLD 
Citation  Fees:  S 


DR  Number  mm  1103 
Storage  In:  03. ‘22/2008  23:58:00 
Lot  Section:  AUTO  -  ST  -  1  -  450  7th  Street 
Incident  Location:  1825  MISSION.  14TH  15TH  STf  San  Francisco.  CA 


District:  Beat:  Equipment:  Reg 

Storage  Out:  03  24  2008  09:32:00  Driver:  NTS  Truck:  AR 
Tag  =:  Tracking  #: 


\  Officer: 

Unit: 

i  Officer  ID: 

Investigative:  N 

On  Hold:  N 

Hold  Until: 

Hold  Type:  STOP 

Hold  Notes: 

Removed  By:  1046 

Removed  On:  03  24  2008 

Lien  Type: 

Lien  Fee: 

Start  Lien: 

Clear  Lien: 

Sold  On: 

Sale  Price: 

CALL  TAKEN': 
DISPATCHED: 
ACCEPTED: 
ON  SITE: 
COMPLETED: 


Received  At 

03  22  2003  22:30:00 
03  22  200322:30:00 
03/222008  22:30:00 
03/22  200822:43:00 
03  2  2  2008  23:58:00 


Storage  Fees:  14L75 

Invoice  Date:  03/24  2008 
Paid  Date:  0324.2008 


Program  Fees:  0.00 

Invoice  Amt:  380.50 
Paid  Amt:  380.50 


Service  Fees:  238.75 


Excess  Due: 


Invoice^:  39S076 

Release  To:  ALICIA  CARMONA 


Call  Notes  ; 

2003-0329  20:14  :  SFPD  Released  requit  ed.  Can  be  obtained  from  SFPD  at  350  Bryant  Street.  Room  1 54.  Hours  are 
Mon.  *■  Fri.  SAM  to  3PM  and  Wed.  until  3PM,  Required  fee  is  $  194. 
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On  a  daily  basis  for  the  prior  day’s  activity,  AutoRetum  will  provide  an  electronic  report  that  lists  all 
vehicles  redeemed  by  the  public  along  with  those  vehicles  determined  by  AutoRetum  to  be  gone  on 
arrival.  No  later  than  noon,  AutoRetum  must  submit  a  report  that  summarizes  the  prior  day’s 
activities  broken  out  for  the  following  events  and  categorized  by  type  of  tow  (Abandoned  Vehicle, 
Immediate  Tow,  etc.): 

■  Tow  requests  received 

■  Vehicles  towed  in 

■  Vehicles  gone  on  arrival  (“GOA”) 

■  Vehicles  redeemed  by  Owner 

■  Vehicles  scheduled  for  disposal 

■  Vehicles  disposed 

Weekly  Reports 

No  later  than  7  a.m.  on  every  Monday,  AutoRetum  will  provide  the  Commissioner  or  other  designated 
representative(s)  with  the  following  weekly  reports: 

■  “Auto  Pound  Storage  Report”  that  provides  details  of  all  vehicles  stored  (separate  report  for  each 
Pound) 

■  “Storage  Aging  Report”  that  provides  detailed  listings  of: 

All  Immediate  Tow  vehicles  that  have  been  impounded  for  more  than  18  days 
All  Vehicle  Impoundment  Tows  that  have  been  impounded  for  more  than  105  days 
All  Boot  Release  Tows  that  have  been  impounded  for  more  than  21  days 
All  Abandoned  Tows  that  have  been  impounded  for  more  than  1 8  days 


Monthly.  Reports. 

No  later  than  3rd  day  of  month,  AutoRetum  will  provide  the  Commissioner  or  other  designated 
representative(s)  with  the  following  monthly  reports  for  the  prior  month’s  activities.  This  report 
should  be  a  finalized  report  for  the  month  that  summarizes  the  same  information  that  is  provided  on 
the  daily  reports,  excluding  the  attachments  (Tow  Reports,  Inventory  Reports,  etc.) 


Other  Reports 

Additionally,  AutoRetum  agrees  to  provide  the  following  reports  as  required: 

■  Daily  Summary  Report  -  Daily  report  that  accounts  for  all  tow  cases,  vehicles  redeemed,  and 
vehicles  received  via  the  City’s  Disposal  List 

■  By  Date  In  Report  -  Daily  report  that  lists  every  vehicle  towed  on  a  particular  day  or  span  of  days 

■  Vehicles  Not  Towed  Within  24  Hours  Report  -  Daily  report  that  lists  vehicles  that  were  not 
towed  within  24  hours. 

■  Redeemed  List  Report  -  Daily  report  that  lists  all  vehicles  that  were  redeemed  by  owners 
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•  Crush  List  By  Date  Report  -  Report  that  lists  all  vehicles  scheduled  for  disposal  on  a  particular 
date 

•  Cars  Still  in  Auto  Pound  After  18  Days  Report  -  Weekly  report  that  lists  all  vehicles  in  the 
Auto  Pound  over  1 8  days  without  a  disposal  date 

•  All  Cars  In  Auto  Pound  Report  -  Report  that  lists  all  vehicles  remaining  in  the  Auto  Pound  for 
each  respective  location 

•  Monthly  Summary  Report  -  The  monthly  totals  for  each  disposition  are  (e.g.  Towed,  GOA, 
Returned  to  Owner  (“RTO”),  Redeemed,  Crushed) 

•  Motor  Vehicle  Inventory  Report  -  Form  processed  for  each  vehicle  towed  into  a  pound 
indicating  the  physical  condition  of  the  vehicle  and  such  other  information  as  required  by  the 
Commissioner 

•  Discrepancy  Report  -  Form  utilized  to  report  vehicle  damage  that  may  have  occurred  in  a  pound 


Boot  Release  and  Tow  Report 

On  a  daily,  cumulative  basis  (running-tab  throughout  a  given  week  and  given  month),  AutoRetum  will 
provide  the  following  information  to  the  Department  of  Revenue  (“DOR”): 

■  License  Plate  Number  of  Boot-Release-and-Tow  Vehicle 

■  Date  Vehicle  was  Boot-Released-and-Towed 

■  Time  Vehicle  was  Boot-Released-and-Towed 

■  Tow  Unit  # 

■  Date  GOA 

■  Total  Count  of  Boot-Released-and-Towed  Vehicles 

■  Aldermanic  Ward  where  the  Boot-Released-and-Tow  occurred 


The  Boot-Release-and-Tow  Report  will  be  provided  on  one  continuously  running  sheet  submitted  each 
day,  until  the  end  of  the  month.  At  the  beginning  of  the  following  month,  a  new  Boot-Release-and- 
Tow  Report  will  be  started. 


j .  Maintaining  Operational  Condition  of  Auto  Pound  Facilities 

AutoRetum  acknowledges  the  RFP  requirements  for  maintaining  the  auto  pound  facilities  in  a  safe  and 
clean  condition.  The  details  of  our  approach  for  addressing  the  requirements  are  discussed  in  Section 
VI.A.d:  Auto  Pound  Office  Facilities  of  this  proposal. 


k.  Tow  Truck  Fleet  and  Capacity  Planning 

The  following  section  describes  the  AutoRetum  Tow  Truck  Fleet  and  information  about  our  capacity 
planning. 
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1.  Quantity  &  Description  of  Trucks 

AutoRetum  has  assembled  a  number  of  local  towing  companies  to  create  a  fleet  of  light,  medium  and 
heavy  duty  tow  trucks  -  to  be  known  as  AutoRetum’s  Towing  Network.  This  Chicago-based  towing 
network  will: 

■  Be  maintained  and  operated  in  accordance  with  AutoRetum  policies  and  all  applicable  regulations, 

■  Be  randomly  audited  by  AutoRetum  to  ensure  compliance,  and 

■  Be  more  than  adequate  to  handle  any  towing  situation  that  may  arise  -  24  hours  a  day,  7  days  a 
week,  365  days  a  year, 

■  Total  nearly  100  vehicles  comprised  primarily  of  MBE/WBE  and  local  Chicago  towing 
companies. 


AutoRetum  will  ensure  that  our  tow  operators  are  available  24  hours  a  day,  365  days  a  year  and  on- 
time  to  tow  any  vehicle  identified  by  the  City.  AutoRetum  is  dedicated  to  outperforming  required 
response  times  and  shall  complete  all  tows  during  non-emergency  times,  within  the  90  minute 
requirement  set  by  the  City.  For  descriptions  of  the  trucks  in  the  AutoRetum  Towing  Network 
(including  make  and  model),  please  refer  to  Appendix  A:  The  AutoRetum  Team. 


Mandatory  Vehicle  Requirements 

AutoRetum  will  implement  our  proven  towing  management  techniques,  policies  and  procedures  to 
ensure  that  all  trucks  performing  city  tows  meet  or  exceed  mandatory  requirements  as  defined  by  state 
and  local  vehicle  codes,  the  Commissioner  and  AutoRetum.  Mandatory  vehicle  requirements  to 
include: 


Clean  Labeling  of  Tow  Trucks 

All  tow  vehicles  that  participate  in  the  AutoRetum  subcontractor  network  will  comply  with  labeling 

requirements  set  by: 

■  Chicago  Municipal  Code  9-44-040  Tow  Trucks  -  Equipment  and  Markings  -  Requires  that 
“every  tow  truck,  except  when  owned  by  a  government  agency,  shall  display  on  each  side  of  the 
cab  in  letters  not  less  than  two  inches  in  height,  in  contrasting  color,  the  name,  address  and 
telephone  number  of  the  owner  or  operator  of  said  tow  truck.” 

■  AutoRetum  —  Requires  the  name,  address,  and  phone  number  will  be  displayed  in  characters  at 
least  3  inches  in  height  and  appear  on  both  tow  truck  doors.  Additionally,  all  tow  trucks  will 
display  a  unique  identifying  number  that  is  at  least  3  inches  in  height  on  both  sides  of  the  vehicle. 
All  of  the  identification  information  displayed  on  the  trucks  will  be  permanently  affixed  to  the 
vehicles  and  not  be  detachable. 

■  “Police  Tow”  Signs  -  Whenever  engaging  in  tows  on  behalf  of  the  City,  AutoRetum  towers  will 
clearly  display  the  “Police  Tow”  sign. 
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Clearly  Labeled  Tow  Truck 


Compliance  with  Vehicle  Code 

All  tow  vehicles  that  participate  in  the  AutoRetum  subcontractor  network  will  comply  with  all 
relevant  sections  of  the  vehicle  codes  set  forth  by  the  State  of  Illinois  and  the  City  of  Chicago. 


Carry  and  Maintain  Proper  Equipment  and  Documents 

All  towing  equipment,  including  the  inside  and  outside  of  trucks  will  be  kept  clean  and  well 
maintained  with  all  required  documents  kept  up  to  date  and  readily  available.  Required  documents 
include  (but  are  not  limited  to)  drivers  license  and  vehicle  registration. 

All  tow  vehicles  that  participate  in  the  AutoRetum  subcontractor  network  will  at  all  times  carry  and 
maintain  a  mandatory  set  of  equipment  to  safely  complete  towing  assignments.  Mandatory  equipment 
includes  (but  is  not  limited  to): 


Air  Tank  /  Air  Supply 
Battery  Boosting  Equipment 
Bolt  Cutter 
Broom 

Combination  Lug  Wrench 
Fire  Extinguisher 


Recovery  Chains 
Shop  Rags  /  Paper  Towels 
Shovel 
Snatch  Block 

Steering  Wheel  Strap  /  Rope 
Tire  Chock 


AutoRetum 


Proprietary  and  Confidential  to  AutoRetum 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


120 


Proposal  to  the  Chicago  Department  of  Streets  &  Sanitation  and  Department  of  Revenue 


First  Aid  Kit 

Flares  /  Reflective  Triangles  /  Cones 
Flash  Light 

Gas  Can  /  Gas  Supply  (three  gallon 
minimum) 

Hydraulic  Floor  Jack 
Lockout  Tool  Kit 
Motorcycle  Straps 
Mounted  Safety  Chains 


Tool  Kit 

Tow  Chains  (J,  T,  &  Grab  Hooks) 

Tow  Dollies 

Trash  Can  &  Absorbent 

Wheel  Lift  Straps 

Wood  4X4  (48”  minimum) 

Working  Tow  Lights 


Regular  and_  Heavy.  Duty  Tow  Trucks 

Tow  trucks  staffed  with  trained  and  certified  operators  will  be  able  to  perform  any  type  of  vehicle 
removal  that  is  necessary,  including,  but  not  limited  to,  the  following: 

■  Towing  of  large  and  oversize  vehicles 

■  Towing  from  off-road  areas 

■  Towing  from  low-clearance  areas  and  underground  garages 

■  Towing  for  recovery  services 

■  Towing  vehicles  involved  in  collisions 

■  Towing  of  vehicles  with  anti-theft  locking  devices. 

The  following  sections  provide  an  overview  of  the  types  of  tow  trucks  that  will  be  utilized. 

Service  &  Support  Vehicles 

The  AutoRetum  tow  network  will  also  include  specialized  service  trucks  and  support  vehicles  to 
deliver  non-towing  related  road  service  to  disabled  vehicles  including  but  not  limited  to: 

■  Flat  tire  change 

■  Battery  boosts  (jump-starts) 

■  Lock-out 

■  Fuel  delivery 

Support  vehicles  are  used  to  deliver  supplies  to  difficult  vehicle  recovery  scenes  and  assist  with 
towing  and  transport  of  unusual  vehicles,  recovered  cargo  (from  accident  scenes)  and  situations  (stolen 
&  recovered  engines,  transmissions,  chopped  or  partially  disassembled  vehicles). 
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Car  Carrier  (Rollback  /  Flat-hed) 

A  vehicle  designed  for  towing,  recovery  and  hauling  purposes  where  the  vehicle  rests  on  a  flat 
platform.  Car  carrier  style  tow  trucks  are  recommended  by  many  vehicle  manufacturers  to  be  used 
with  all-wheel  drive  (“AWD”)  and  four-wheel  drive  (“4WD”)  vehicles,  in  addition  to  many  high 
performance,  sports  and  luxury  vehicles.  Most  car  carrier  style  tow  trucks  will  also  include  a  wheel  lift 
style  tow  apparatus  enabling  them  to  tow  more  than  one  vehicle  at  a  time. 


Light  Duty  Tow  Truck 

A  vehicle  designed  to  tow  and  recover  vehicles  that  transport  seven  passengers,  or  less.  For  example, 
but  not  limited  to:  cars,  pickups,  vans  &  light  trucks  and  medium  trucks  weighing  15,000  lbs.  or  less. 
All  light  duty  tow  trucks  will  feature  wheel  lift  type  towing  apparatus  (wrecker),  many  will  be  a 
combination  wheel-lift  and  boom  &  sling  tow  apparatus,  others  will  augment  their  wheel  lift  apparatus 
with  a  recovery  winch. 


Medium  Duty  Tow  Truck 

A  vehicle  designed  to  tow  and  recover  vehicles  weighing  26,000  pounds  or  less.  The  tow  truck 
equipped  with  a  heavy  duty  under  lift  rated  at  minimum  15,000  lbs.  lifting  weight  and  40,000  lbs. 
towing  weight.  All  medium  duty  tow  trucks  will  be  equipped  with  both  wheel-lift  and  boom  &  sling 
style  towing  apparatus  that  can  also  be  used  in  vehicle  recovery  operations.  For  example,  these  trucks 
are  used  for  but  not  limited  to  towing  box  vans,  limousines,  oversize  passenger  vehicles  and  small 
buses. 


Heavy  Duty  Rotator  Style  Tow  Truck 

A  vehicle  designed  to  tow  and  recover  truck  type  vehicles  weighing  26,001  pounds  and  above.  The 
tow  truck  equipped  with  a  heavy  duty  under  lift  rated  at  minimum  20,000  lbs.  lifting  weight  and 
80,000  lbs.  towing  weight.  For  example,  these  trucks  are  used  for  but  not  limited  to  the  towing  and 
accident  scene  recovery  of  medium  and  heavy  trucks,  tractor  trailers,  buses,  dump  trucks  and  cement 
trucks. 


Vehicle  Audits 


All  tow  vehicles  and  drivers  are  subject  to  random  tow  truck  and  operator  inspections  no  less  than 
quarterly.  Subcontractors  must  comply  and  make  their  fleet  and  staff  available  so  that  the  entire  fleet 
and  all  operators  are  inspected  over  a  rolling  12-month  period.  Random  audits  are  used  to  ensure 
compliance  with  AutoRetum  policies  and  with  all  relevant  State  of  Illinois  and  City  of  Chicago 
Vehicle  Code  requirements.  Auto  Return’s  standard  inspection  checklist  is  provided  on  the  following 
page. 
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AutoReturn  Tow  Truck  Inspection  Form 
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2.  Capacity  Planning 

In  the  event  a  snow  emergency  is  declared  by  the  Commissioner,  normal  towing  operations  will  be 
suspended  and  all  required  tow  trucks  will  be  deployed  as  required  by  the  City.  With  our  world-class 
fleet  management  and  GPS  systems,  AutoRetum  is  well  equipped  for  rapid  deployment  in  emergency 
situations.  We  are  able  to  route  our  nearest  GPS-enabled  vehicles  to  the  site  of  an  emergency  using 
fully  automated  electronic  dispatch  communications.  AutoRetum  also  has  the  ability  to  utilize  radio 
dispatching  as  a  backup  communications  method. 

In  addition  to  tactical  reactions  using  our  dispatch  systems,  AutoRetum  management  will  take  pro¬ 
active  steps  to  create  specially  designed  operational  plans  in  coordination  with  the  City.  We  will 
develop  plans  in  advance  of  snow  emergencies.  Our  snow  emergency  plan  will  leverage  industry  best 
practices,  including  pre-planned  schedules  with  towing  subcontractors  to  target  key  towing  areas. 
AutoRetum  and  our  towing  subcontractors  will  ensure  seamless  service  to  the  City  of  Chicago  and  its 
Citizens. 


1.  Auto  Pound  Heavy  Equipment 

As  described  in  Section  VI.A.b.3:  Heavy  Equipment  of  this  proposal,  each  facility  will  have  a  fleet 
of  8  all-wheel  drive  forklifts  equipped  with  wheel-lift  attachments  designed  for  moving  vehicles 
throughout  the  lot.  In  addition,  the  facility  may  have  heavy-duty  forklifts  for  moving  and  loading 
extensively  damaged  or  large  commercial  vehicles. 


B.  Organization 

a.  Organization  Chart 

Please  refer  to  Appendix  D:  Organizational  Plan  for  a  copy  of  the  organization  chart. 


b*  Staffing  Requirements 

Please  refer  to  Appendix  D:  Organizational  Plan  for  a  detailed  discussion  on  staffing  requirements. 


c.  Dedicated  Resources 

Please  refer  to  Section  III  and  Appendix  D:  Organizational  Plan  for  details  regarding  dedicated 
resources  for  the  Contract. 
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VII.  Legal  Actions 


Below  is  a  listing,  along  with  a  brief  description  of  all  material  legal  actions,  together  with  any  fines 

and  penalties,  for  the  past  5  years.  For  the  purposes  of  this  section,  the  Company  has  included  matters 

that  resulted  in  or  could  result  in  fines  and  penalties  in  amounts  greater  than  $25,000.  The  Company 

has  no  information  to  include  for  the  following: 

■  Debtor  in  bankruptcy; 

■  Plaintiff  or  defendant  in  a  legal  action  for  deficient  performance  under  a  contract  or  in  violation  of 
a  statute  or  related  to  service  reliability; 

■  Respondent  in  an  administrative  action  for  deficient  performance  on  a  project  or  related  to  service 
reliability,  or  in  violation  of  a  statute; 

■  Named  insured  of  an  insurance  policy  for  which  the  insurer  has  paid  a  claim  related  to  deficient 
performance  under  a  contract  or  related  to  service  reliability,  or  in  violation  of  a  statute; 

■  Principal  of  a  bond  for  which  a  surety  has  provided  contract  performance  or  compensation  to  an 
obligee  of  the  bond  due  to  deficient  performance  under  a  contract  or  in  violation  of  a  statute  or 
related  to  service  reliability; 

■  Defendant  or  respondent  in  a  governmental  inquiry  or  action  regarding  accuracy  of  preparation  of 
financial  statements  or  disclosure  documents,  and 

■  Defendant  in  a  criminal  action 


In  the  normal  course  of  the  Company’s  business  and  through  its  history,  the  Company  has  been  a 
defendant  in  various  civil  actions  of  which  an  overwhelming  majority  result  in  an  outcome  that  is 
positive  for  the  Company  and  are  generally  of  an  immaterial  size.  However,  the  Company  is  a  party  to 
three  (3)  current  cases  that  could,  but  are  highly  unlikely  to,  result  in  material  fines  or  penalties: 

■  Two  (2)  of  these  civil  actions  have  been  brought  into  the  San  Francisco  Superior  Court  and  are 
currently  pending.  These  cases  stem  from  (2)  former  employee  who  were  each  terminated  for 
breaking  several  significant  Company  policies  of  a  similar  nature.  Neither  Vivero  v.  TEGSCO  nor 
Mejia  v.  TEGSCO  are  cases  in  which  the  plaintiff  will  be  able  to  show  merit  as  the  Company 
properly  terminated  each  of  these  employees. 

■  Bob  Kaujman  v.  City  and  County  of  San  Francisco  et  al.,  N.D.Cal  #CV  08-3755  EDL.  This  case 
generally  involves  claims  made  against  the  City  and  County  of  San  Francisco,  but  there  are  some 
minor  claims  by  the  plaintiff  against  the  Company  for  conversion  and  trespass  to  chattel  arising  out 
of  seven  tows  of  plaintiffs  vehicles  that  were  ordered  by  the  City  and  County  of  San  Francisco. 
The  case  is  set  for  trial  on  January  19, 2010.  The  Company  believes  this  plaintiffs  case  will  fail  at 
trial  and  the  Company  anticipates  a  favorable  outcome. 
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Proposal  to  the  Chicago  Department  of  Streets  &  Sanitation  and  Department  of  Revenue 


VIII.  Financial  Statements 


AutoRetum  possesses  the  capitalization  and  financial  knowledge  to  properly  manage  this  business. 
The  organization  understands  the  financial  implications  of  this  business  opportunity  and  has  sufficient 
funding  to  meet  the  proposed  levels  of  investment,  supporting  the  operational  needs  of  the 
organization.  Details  of  the  financial  strength  and  potential  financing  available  to  AutoRetum  as  well 
as  the  information  requested  in  the  RFP  related  to  the  financial  statements  of  the  Company  can  be 
found  in  Appendix  U:  Financial  Statements  and  Financing  Letters. 
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IX.  Economic  Disclosure  Statement  and  Affidavit  ("EDS") 


The  Company  has  submitted  a  completed  EDS  package  along  with  notarized  affidavits  within 
Appendix  V:  Economic  Disclosure  Statements  and  Affidavit  per  the  instructions  of  the  EDS.  No 
additional  entities  were  required  to  complete  the  EDS  pursuant  to  the  Municipal  Purchasing  Act  for 
Cities  of  500,000  or  More  Population  (65  ILCS  5/8-10-8.5)  or  Chapter  2-154  of  the  Municipal  Code  of 
Chicago.  The  Company  understands  that,  at  the  City's  discretion,  Subcontractors  may  be  asked  to 
provide  an  EDS  during  the  evaluation  process. 
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Proposal^  to  the  Chicago  Department  of  Street s  &  Sanitation  and  Department  of Revenue 


X.  Insurance 


AutoRetum  commits  to  submit  evidence  of  insurance  in  the  amounts  specified  in  Exhibit  7  of  the  RFP 
prior  to  contract  award. 
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XI.  Performance  Bond 


As  described  throughout  the  proposal,  AutoRetum  provides  high  service  levels,  and  the  Company 
plans  to  invest  in  the  infrastructure  that  currently  exists  in  Chicago  to  improve  the  services  levels 
offered  pursuant  to  this  RFP  and  to  exceed  the  expectations  of  the  City  and  its  residents  and  visitors. 
Therefore,  our  services  will  likely  result  in  the  expenditure  of  more  than  $100,000  in  improvements 
(“Improvements  Value”)  at  the  auto  pound  sites.  The  Company  commits  to  provide  the  City  with  a 
performance  bond  in  the  amount  of  thirty-three  and  one-third  percent  (33  V3%)  of  the  Improvements 
Value  in  the  form  provided  in  Exhibit  10  of  the  RFP  prior  to  the  execution  of  the  Contract  from  a 
certified  surety  listed  in  the  current  edition  of  United  States  Treasury  Department  Circular  570  and 
have  an  underwriting  limitation  in  that  publication  in  an  amount  equal  to  or  greater  than  the 
Improvements  Value. 
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Appendix  A:  The  AutoReturn  Team 


This  Appendix  lists  the  subcontracting  companies  that  comprise  the  AutoReturn  Team.  Also  included 
are  the  supporting  documents  for  AutoReturn  subcontractors  including  the  Company’s  Information,  the 
AutoReturn  and  Service  Provider  “Agreement”  and  the  Tow  Truck  Fleet  Description  (if  applicable). 

AutoReturn  has  put  major  emphasis  on  partnering  with  longstanding,  local  City  of  Chicago  proper 
based  companies.  AutoReturn  believes  that  whenever  possible,  partnering  with  companies  based  in  the 
City  of  Chicago  will  be  a  winning  proposition  for  the  City  of  Chicago  and  the  local  companies. 


The  AutoReturn  Team  consists  of  five  categories  of  subcontractors: 

■  MBE  Fuel  and  Petroleum  Product  Participating  Companies 

■  MBE  Security  Services  Participating  Companies 

■  MBE-WBE  Certified  Towing  and  Towing  Services  Participants 

■  Additional  Towing  /  Towing  Services  Providers  (non  MBE-WBE) 

■  Preferred  Dismantling  Service  Provider 


As  detailed  in  Appendix  R:  MBE/WBE  Supporting  Documents,  AutoReturn  will  meet  the  current 
MBE  participation  goal  of  25%  and  the  current  WBE  participation  goal  of  5%  of  the  total  contract 
value. 

For  towing  and  related  services  (commodity  code’s  96297  and  98890),  AutoReturn  has  signed  up 
100%  of  the  certified  MBE-WBE  companies  for  the  City  of  Chicago  as  of  March  27,  2009. 

In  addition  to  the  MBE-WBE  participating  companies,  AutoReturn  has  partnered  with  and  has  signed 
“Agreements”  with  a  team  of  reputable,  local  City  of  Chicago  towing  service  providers.  Most  of  these 
companies  are  members  of  and  come  highly  recommended  from  the  Professional  Towing  and 
Recovery  Operators  of  Illinois. 
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Petromex 

(MBE  Fuel,  Petroleum  Company) 


Name 

Business  Address 

Relationship 

Petromex  (MBE  -  fuels. 

14702  South  Hamlin 

MBE  Subcontractor 

petroleum  products), 

Midlothian,  IL  60445 

Contact:  Phil  Estrada 

(708)  597-6201 
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AutoReturn 

March  27,  2009 

Petromex,  Inc. 

Attn:  Felipe  Estrada 
14702  South  Hamlin  Avenue 
Midlothian,  Illinois  60445 

Dear  Mr.  Estrada: 

TEGSCO,  LLC  dba  AutoReturn  ((the  “Company”)  has  enjoyed  meeting  you  and  learning  about 
Petromex,  Inc.  (the  “Service  Provider”).  We  look  forward  to  working  with  you  to  provide  fuel  services  to 
assist  us  in  serving  the  City  of  Chicago  (the  “Municipality”)  for  the  Auto  pound  Management,  Boot 
Release  and  Tow,  and  Related  Towing  Services  (the  “RFP”).  We  are  pleased  that  we  were  able  to  agree 
on  you  becoming  a  Service  Provider.  This  letter  summarizes  our  agreement  (the  “Agreement”)  and  is 
organized  into  the  following  three  sections: 

1 .  Background 

2.  Service  Provider  Deliverables 

3.  Professional  Arrangements 

1.  Background 

The  Municipality  has  released  the  RFP  with  the  intent  to  establish  a  process  that  will  result  in  awarding  to 
a  single  proposer  an  exclusive  three-year  contract  (the  “Contract”).  The  City  may  choose,  after  the  three- 
year  term  of  the  Contract,  to  extend  the  Contract  for  another  three,  one-year  terms. 

The  Company  views  the  RFP  as  an  opportunity  to  revolutionize  and  improve  a  necessary  service.  The 
Company  has  built  the  necessary  capabilities  to  execute  the  Contract.  Our  capabilities  are  broadly 
categorized  into  four  areas:  1)  general  management  capabilities,  2)  the  ability  to  tow  large  volumes  of 
vehicles,  3)  the  ability  to  collect  fees  and  return  claimed  vehicles,  and  4)  the  ability  to  dispose  of 
unclaimed  vehicles. 

The  Service  Provider  has  deep  theoretical  and  technical  knowledge  in  the  areas  of  fuel  services. 

2.  Service  Provider  Deliverables 

Contingent  on  the  Company  being  awarded  the  Contract  and  meeting  all  requirements  to  legally  allow 
fueling,  including  compliance  with  all  property  conditions,  local,  state  and  federal  regulations  and  laws, 
the  Service  Provider  will  deliver  fuel  to  enable  tow  vehicles  to  fuel  at  10301  South  Doty  Ave,  Chicago, 
Illinois  60617  and/or  701  North  Sacramento,  Chicago,  Illinois  60612. 


TEGSCO,  LLC  dba  AutoReturn 


945  Bryant  Street,  Suite  350 


San  Francisco,  CA  94103 


Page  2  of  2 


3.  Professional  Arrangements 

If  the  Company  is  not  awarded  the  Contract,  then  no  amounts  will  be  owed  the  Service  Provider  and  no 
obligation  to  utilize  the  Service  Provider  for  any  future  work  will  be  required. 

If  the  Company  is  awarded  the  Contract  and  signs  the  Contract,  then  the  Company  and  Service  Provider 
will  formalize  this  Agreement  into  a  detailed  legal  contract  (the  “Future  Agreement”)  taking  into 
consideration  our  discussions  to  date  and  any  new  information  learned  through  the  RFP  process  and  the 
Contract  negotiations. 

We  look  forward  to  building  a  long-term  mutually  beneficial  relationship  with  you.  Please  indicate  your 
acceptance  of  the  contents  of  this  letter  by  signing  in  the  space  below. 

Sincerely, 


Raymond  E.  Krouse 

CFO  and  Secretary 

TEGSCO,  LLC  dba  AutoReturn 


Accepted  and  Agreed: 
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Proposal  to  the  Chicago  Department  of  Streets  &  Sanitation  and  Department  of  Revenue 

We’re  Cleaning  D/b/a  Gold  Star  Security 
(MBE  Security  Company) 


Name 

Business  Address 

Relationship 

We’re  Cleaning,  Inc.  D/b/a 
Gold  Star  Security  (MBE 
Security  Services) 

Ms.  Yvonne  McGinnis 

(312)  949-9960 

4505  So.  Indiana  Avenue 

Chicago,  IL  60653 

MBE  Subcontractor 
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April  1,2009 

We're  Cleaning,  Inc.  D/b/a  Gold  Star  Security 
Attn:  Ms.  Yvonne  McGinnis 
4505  So.  Indiana  Avenue 
Chicago  IL  60653 

Dear  Ms.  McGinnis: 

TEGSCO,  LLC  dba  AutoReturn  ((the  “Company”)  has  enjoyed  meeting  you  and  learning  about  Gold  Star 
Security,  (the  “Service  Provider”).  We  look  forward  to  working  with  you  to  provide  security  services  to 
assist  us  in  serving  the  City  of  Chicago  (the  “Municipality”)  for  the  Auto  pound  Management,  Boot 
Release  and  Tow,  and  Related  Towing  Services  (the  “RFP”).  We  are  pleased  that  we  were  able  to  agree 
on  you  becoming  a  Service  Provider.  This  letter  summarizes  our  agreement  (the  “Agreement”)  and  is 
organized  into  the  following  three  sections: 

1 .  Background 

2.  Service  Provider  Deliverables 

3.  Professional  Arrangements 

1.  Background 

The  Municipality  has  released  the  RFP  with  the  intent  to  establish  a  process  that  will  result  in  awarding  to 
a  single  proposer  an  exclusive  three-year  contract  (the  “Contract”).  The  City  may  choose,  after  the  three- 
year  term  of  the  Contract,  to  extend  the  Contract  for  another  three,  one-year  terms. 

The  Company  views  the  RFP  as  an  opportunity  to  revolutionize  and  improve  a  necessary  service.  The 
Company  has  built  the  necessary  capabilities  to  execute  the  Contract.  Our  capabilities  are  broadly 
categorized  into  four  areas:  1)  general  management  capabilities,  2)  the  ability  to  tow  large  volumes  of 
vehicles,  3)  the  ability  to  collect  fees  and  return  claimed  vehicles,  and  4)  the  ability  to  dispose  of 
unclaimed  vehicles. 

The  Service  Provider  has  deep  theoretical  and  technical  knowledge  in  the  areas  of  security  services. 

2,  Service  Provider  Deliverables 

Contingent  on  the  Company  being  awarded  the  Contract  and  meeting  all  requirements  to  legally  allow 
fueling,  including  compliance  with  all  property  conditions,  local,  state  and  federal  regulations  and  laws, 
the  Service  Provider  will  provide  security  services  at  the  two  facilities  at  South  Doty  Ave.,  Chicago, 
Illinois  60617  and  the  two  facilities  located  on  North  Sacramento,  Chicago,  Illinois  60612. 
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3,  Professional  Arrangements 

If  the  Company  is  not  awarded  the  Contract,  then  no  amounts  will  be  owed  the  Service  Provider  and  no 
obligation  to  utilize  the  Service  Provider  for  any  future  work  will  be  required. 

If  the  Company  is  awarded  the  Contract  and  signs  the  Contract,  then  the  Company  and  Service  Provider 
will  formalize  this  Agreement  into  a  detailed  legal  contract  (the  “Future  Agreement”)  taking  into 
consideration  our  discussions  to  date  and  any  new  information  learned  through  the  RFP  process  and  the 
Contract  negotiations. 

We  look  forward  to  building  a  long-term  mutually  beneficial  relationship  with  you.  Please  indicate  your 
acceptance  of  the  contents  of  this  letter  by  signing  in  the  space  below. 

Sincerely, 


Raymond  E.  Krouse 

CFO  and  Secretary 

TEGSCO,  LLC  dba  AutoRetum 

Accepted  and  Agreed: 


Felipe  Estrada  March  27,  2009 

Petromex,  Inc. 


j 


Letter%20  Agreement_Gold%20Star%20Security_AutoRetum[  1  ] 


Proposal^  to  the  Chicago  Department^  o/~  Streets^  &  Sanitation  and  Department  of  Revenue 


XL  Towing  and  Storage,  Inc. 
(WBE  Towing  Company) 


Name  /  Contact 

Business  Address 

Relationship 

#  Trucks 

XL  Towing  and  Storage,  Inc. 

WBE  Towing  Company 

Sherry  DiVito,  President 

773-434-973I 

3656  West  Columbus  Ave. 
Chicago,  IL  60652 

WBE  Subcontractor 

6 

XL  Towing  Fleet  Description 


Make 

Model 

Year 

Notes  (if  applicable) 

FORD 

F550  Superduty 

2004 

FORD 

F450 

2005 

INTERNATIONAL 

4000 

2003 

INTERNATIONAL 

4000 

2000 

INTERNATIONAL 

4700 

2002 

INTERNATIONAL 

700  Series 

2000 

AutoRetum 


Proprietary  and  Confidential  to  AutoRetum 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


1 


AutoRetum 


Proprietary  and  Confidential  to  AutoRetum 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


8 


03/30/2009  10:20  FAX  31282945S3 


XL  TOWING 


@001 


cr 

AutoReturn 

March  30, 2009 

XL  Towing  and  Storage. 

Attn:  SherryfoiVito 
3656  West  Columbu  Ave. 

Chicago,  Illinois  60652 

Dear  Sheny: 

T0R^"m  %  “C<m P“y”)  tas  mi6yal  meMiD*  J™  <i»  P»9  severe)  weeks 

and  learning  {about  XL  Towing  and  Storage,  (the  “Service  Provider”).  We  look  forward  to  working  with 

b  t*  C-ily  °fChiCa8° <the  “Mvnicipsliyo  Auto  Pound  ManugemL,  BoS 

SrSfuJ!?  Fw  ’  and  delated  Towing  Services  as  outlined  in  the  Municipalities  Request  for  Proposal 
(the  RFP  ’).!  We  are  pleased  that  we  were  able  to  agree  on  you  becoming  a  Service  Provider  This  letter 
summarizes  <W  agreement  (the  “Agreement”)  and  is  organired  into  the  following  three^ons: 

1.  Background 

2.  Service  Provider  Deliverables 

3.  Professional  Arrangements 


1.  Background 


The  Municipal! 
a  single  propos 
extension  opti 


The  Company 
Company  has 
categorized  1 
vehicles  and 
unclaimed  veiii 


:ity  has  released  the  RFP  with  the  intent  to  establish  a  process  that  will  result  in  awarding  to 
>er  an  exclusive  three-year  contract  from  the  award  date  (the  ‘'Contract”),  plus  (3)  one  year 
ons  mutually  agreed  to  by  the  Company  and  the  Municipality. 


views  the  RFP  as  an  opportunity  to  revolutionize  and  improve  a  necessary  service.  The 
budt  the  necessary  capabilities  to  execute  the  Contract  Our  capabilities  are  broadly 

T  *j™=  1)  general  ianaSement  capabilities,  2)  the  ability  to  tow  targe  volumes  of 
provide  boot  release  services,  3)  return  claimed  vehicles,  and  4)  the  ability  to  dispose  of 


Swtog^t^  b*8  deCP  WtiCal  md  teChnicaI  knowled8e  in  ^as  of  Towing,  and  Related 

2n  Service  Frc  vider  Deliverables 


TEOSCO,  LLC  dba  AuioRemm 


945  Biyant  Start,  Suite  350 


San  Francisco,  CA  94103 
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If  the  Compan 
obligation  to! 


If  tiie  Compan 
will  formalize 
consideration 
Contract  neg< 


We  look  forvy, 
acceptance  of 

Sincerely, 


ial  Amrjjements 


iy  is  not  awarded  the  Contract,  then  no  amounts  will  be  owed  the  Service  Provider  and  nn 
utilize  the  Service  Provider  for  any  future  work  will  be  required! 

V?  T*ded  ^.Contract  and  signs  the  Contract,  then  the  Company  and  Service  Provider 
this  Agreement  into  a  detailed  legal  contract  (the  “Future  Agreement”)  taking  into 

10  te  Md  any  QCW  infbnnation  leamed  through  the  RFP  prJLss  and  the 


ard  to  building  a  Jong-term  mutually  beneficial  relationship  with  you.  Please  indicate  vour 
the  contents  of  this  letter  by  signing  in  the  space  below.  V 


Proposal  to  the  Chicago  Department  of  Streets  &  Sanitation  and  Department  of  Revenue 


Higinio  Towing  and  Transportation 
(MBE  Towing  Company) 


Name  /  Contact 

Business  Address 

Relationship 

#  Trucks 

Higinio  Towing  and 
Transportation 

(MBE  Towing  Company) 

3246  S.  50th  Ave. 

Cicero,  IL  60804 

MBE  Subcontractor 

4 

Jose  Sandoval 

708-259-7787 

Higinio  Fleet  Description 


Make 

Model 

Year 

Notes 

International 

Vlatbed 

2003 

International 

Flatbed 

2005 

Hino 

Flatbed 

2005 

Hino 

WLD 

2001 
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March  2L  *  2009 
COMPANY  NAME: 
CONTACT  NAME: 


<^>  /  //V<T  . 


COMPANY  ADDRESS:  TV-^ 


Dear: 


TEGSCO,  LLC  dba  AutoReturn  ((the  “Company”)  has  enjoyed  meeting  you  over  the  past  several  weeks 

and  learning  about _ _ _ (the  “Service  Provider”). 

We  look  forward  to  working  with  you  in  our  effort  to  provide  to  the  City  of  Chicago  (the  “Municipality”) 
Auto  Pound  Management,  Boot  Release  and  Tow,  and  Related  Towing  Services  as  outlined  in  the 
Municipalities  Request  for  Proposal  (the  “RFP”).  We  are  pleased  that  we  were  able  to  agree  on  you 
becoming  a  Service  Provider.  This  letter  summarizes  our  agreement  (the  “Agreement”)  and  is  organized 
into  the  following  three  sections: 


1.  Background 

2.  Service  Provider  Deliverables 

3 .  Professional  Arrangements 


1.  Background 

The  Municipality  has  released  the  RFP  with  the  intent  to  establish  a  process  that  will  result  in  awarding  to 
a  single  proposer  an  exclusive  three-year  contract  from  the  award  date  (the  “Contract”),  plus  (3)  one  year 
extension  options  mutually  agreed  to  by  the  Company  and  the  Municipality. 

The  Company  views  the  RFP  as  an  opportunity  to  revolutionize  and  improve  a  necessary  service.  The 
Company  has  built  the  necessary  capabilities  to  execute  the  Contract.  Our  capabilities  are  broadly 
categorized  into  four  areas:  1)  general  management  capabilities,  2)  the  ability  to  tow  large  volumes  of 
vehicles  and  provide  boot  release  services,  3)  return  claimed  vehicles,  and  4)  the  ability  to  dispose  of 
unclaimed  vehicles. 


The  Service  Provider  has  deep  theoretical  and  technical  knowledge  in  the  areas  of  Towing,  and  Related 
Towing  Services. 

2.  Service  Provider  Deliverables 


Service  Provider  will  provide  towing  services  for  the  Company.  Service  Provider  will  provide  boot 
release  services  if  applicable. 


TEGSCO,  LLC  dba  AutoReturn 


945  Biyant  Street,  Suite  350 


San  Francisco,  CA  94103 


Page  2  of  2 


3.  Professional  Arrangements 

If  the  Company  is  not  awarded  the  Contract,  then  no  amounts  will  be  owed  the  Service  Provider  and  no 
obligation  to  utilize  the  Service  Provider  for  any  future  work  will  be  required. 

If  the  Company  is  awarded  the  Contract  and  signs  the  Contract,  then  the  Company  and  Service  Provider 
will  formalize  this  Agreement  into  a  detailed  legal  contract  (the  “Future  Agreement”)  taking  into 
consideration  our  discussions  to  date  and  any  new  information  learned  through  the  RFP  process  and  the 
Contract  negotiations. 

We  look  forward  to  building  a  long-term  mutually  beneficial  relationship  with  you.  Please  indicate  your 
acceptance  of  the  contents  of  this  letter  by  signing  in  the  space  below. 


Sincerely, 


Raymond  E.  Krouse 

CFO  and  Secretary 

TEGSCO,  LLC  dba  AutoRetum 


Accepted  and  Agreed: 


Company _ 


Towing  Letter  Agreement  Blank  AutoReturn  (2) 


Proposal^  to  the  Chicago  Department^  of  Streets  &  Sanitation  and  Department  qf Revenue 


Lang’s  Towing,  Inc. 


Name  /  Contact 

Business  Address 

Relationship 

#  Trucks 

Lang’s  Towing,  Inc. 

David  Lang 

(773)  651-9408 

6727  S  State  St 

Chicago,  IL  60637 

Subcontractor 

11 

Lang’s  Towing  Fleet  Description 


Make 

Model 

Year 

Notes 

International 

Vt  4200 

2003 

FB  WL 

International 

4700 

1995 

FB  WL 

GMC 

3500  HD 

1993 

Wrecker  WL 

International 

4600 

1990 

FB  WL 

FORD 

F  350 

1993 

Wrecker  WL 

FORD 

F  350 

1989 

FB  WL 

International 

4200 

2000 

FB  WL 

Kenworth 

20  Ton 

1985 

20  Ton  Heavy  Duty 

International 

Dt  4700 

1995 

Med  -  Duty 

FORD 

L9000 

1978 

Heavy  Duty 

Mack 

Tractor 

1980 

Tractor 

AutoRetum 
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AutoReturn 


March  2}j_  .  2009 


CONTACT  NAME: 


COMPANY  NAME: 


hkl2S- 


COMPANY  ADDRESS: 


Dear: 


V 


TEGSCO,  LLC  dba  AutoReturn  ((the  “Company”)  looks  forward  to  working  with  you  in  our  effort  to 
provide  towing  services  to  the  City  of  Chicago  (the  “Municipality”)  for  the  Auto  Pound  Management, 
Boot  Release  and  Tow,  and  Related  Towing  Services  Request  for  Proposal  (the  “RFP”).  We  are  pleased 
that  we  were  able  to  agree  on  you  becoming  a  Service  Provider.  This  letter  summarizes  our  agreement 
(the  “Agreement”)  and  is  organized  into  the  following  three  sections: 

1 .  Background 

2.  Service  Provider  Deliverables 

3 .  Professional  Arrangements 

1.  Background 

The  Municipality  has  released  the  RFP  with  the  intent  to  establish  a  process  that  will  result  in  awarding  to 
a  single  proposer  an  exclusive  three-year  contract  from  the  award  date  (the  “Contract”),  plus  (3)  one  year 
extension  options  mutually  agreed  to  by  the  Company  and  the  Municipality. 

The  Company  views  the  RFP  as  an  opportunity  to  revolutionize  and  improve  a  necessaiy  service.  The 
Company  has  built  the  necessaiy  capabilities  to  execute  the  Contract.  Our  capabilities  are  broadly 
categorized  into  four  areas:  1)  general  management  capabilities,  2)  the  ability  to  tow  large  volumes  of 
vehicles  and  provide  boot  release  services,  3)  return  claimed  vehicles,  and  4)  the  ability  to  dispose  of 
unclaimed  vehicles. 

The  Service  Provider  has  deep  theoretical  and  technical  knowledge  in  the  areas  of  Auto  Pound 
Management,  Boot  Release  and  Tow,  and  Related  Towing  Services. 

2.  Service  Provider  Deliverables 

Service  Provider  will  provide  towing  services  for  the  Company.  Service  Provider  will  provide  boot 
release  services  if  applicable. 


TEGSCO,  LLC  dba  AutoReturn 


945  Bryant  Street,  Suite  350 


San  Francisco,  CA  94103 


Page  2  of  2 


3.  Professional  Arrangements 

If  the  Company  is  not  awarded  the  Contract,  then  no  amounts  will  be  owed  the  Service  Provider  and  no 
obligation  to  utilize  the  Service  Provider  for  any  future  work  will  be  required. 

If  the  Company  is  awarded  the  Contract  and  signs  the  Contract,  then  the  Company  and  Service  Provider 
will  work  in  good  faith  to  formalize  this  Agreement  into  a  detailed  legal  contract  (the  “Future 
Agreement”)  taking  into  consideration  our  discussions  to  date  and  any  new  information  learned  through 
the  RFP  process  and  Contract  negotiations. 

We  look  forward  to  building  a  long-term  mutually  beneficial  relationship  with  you.  Please  indicate  your 
acceptance  of  the  contents  of  this  letter  by  signing  in  the  space  below. 

Sincerely, 


Raymond  E.  Krouse 
CFO  and  Secretary 


COMPANY  NAME: 


Chicago  Towing  Sub  Letter  Agreement  Template  V2 


Proposal^  to  the  Chicago  Department  qf  Streets  &  Sanitation  and  Department  qf  Revenue 


Rokaitis  Industries,  Inc. 


Name  /  Contact 

Business  Address 

Relationship 

#  Trucks 

Rokaitis  Industries,  Inc. 

David  O’Keefe 

773-247-3195 

4546  S.  Archer  Ave. 

Chicago,  IL  60632 

Subcontractor 

17 

Rokaitis  Description 


Make 

Model 

Year 

Notes 

FORD 

F450 

2005 

WL 

Peterbuilt 

330 

1996 

MED 

International 

4200 

2003 

FB 

International 

4200 

2003 

FB 

International 

2006 

FB 

FORD 

F650 

2005 

FB 

FORD 

F450 

2003 

FB 

FORD 

F450 

2006 

WL 

International 

4  Car 

2006 

FB 

International 

4500 

2005 

FB 

Hino 

258 

2006 

FB 

Hino 

258 

2006 

FB 

Hino 

258 

2007 

FB 

FORD 

F450 

2008 

WL 

Hino 

258 

2008 

FB 

Hino 

258 

2008 

FB 

Hino 

258 

2008 

FB 
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Of* 

Auto  Return 

March  2j_  ,  2009 

Rokaitis  Towing 
4546  S  Archer  Ave 
Chicago,  IL  60632 

CONTACT  NAME: 

Dear:  _ , 

TEGSCO,  LLC  dba  AutoRetum  ((the  “Company”)  looks  forward  to  working  with  you  in  our  effort  to 
provide  towing  services  to  the  City  of  Chicago  (the  “Municipality”)  for  the  Auto  Pound  Management, 
Boot  Release  and  Tow,  and  Related  Towing  Services  Request  for  Proposal  (the  “RFP”).  We  are  pleased 
that  we  were  able  to  agree  on  you  becoming  a  Service  Provider.  This  letter  summarizes  our  agreement 
(the  “Agreement”)  and  is  organized  into  the  following  three  sections: 

1 .  Background 

2 .  Service  Provider  Deliverables 

3 .  Professional  Arrangements 

1.  Background 

The  Municipality  has  released  the  RFP  with  the  intent  to  establish  a  process  that  will  result  in  awarding  to 
a  single  proposer  an  exclusive  three-year  contract  from  the  award  date  (the  “Contract”),  plus  (3)  one  year 
extension  options  mutually  agreed  to  by  the  Company  and  the  Municipality. 

The  Company  views  the  RFP  as  an  opportunity  to  revolutionize  and  improve  a  necessary  service.  The 
Company  has  built  the  necessary  capabilities  to  execute  the  Contract.  Our  capabilities  are  broadly 
categorized  into  four  areas:  1)  general  management  capabilities,  2)  the  ability  to  tow  large  volumes  of 
vehicles  and  provide  boot  release  services,  3)  return  claimed  vehicles,  and  4)  the  ability  to  dispose  of 
unclaimed  vehicles. 

The  Service  Provider  has  deep  theoretical  and  technical  knowledge  in  the  areas  of  Auto  Pound 
Management,  Boot  Release  and  Tow,  and  Related  Towing  Services. 

2.  Service  Provider  Deliverables 

Service  Provider  will  provide  towing  services  for  the  Company.  Service  Provider  will  provide  boot 
release  services  if  applicable. 


TEGSCO,  LLC  dba  AutoRetum 


945  Bryant  Street,  Suite  350 


San  Francisco,  CA  94103 


Page  2  of  2 


3.  Professional  Arrangements 

If  the  Company  is  not  awarded  the  Contract,  then  no  amounts  will  be  owed  the  Service  Provider  and  no 
obligation  to  utilize  the  Service  Provider  for  any  future  work  will  be  required. 

If  the  Company  is  awarded  the  Contract  and  signs  the  Contract,  then  the  Company  and  Service  Provider 
will  work  in  good  faith  to  formalize  this  Agreement  into  a  detailed  legal  contract  (the  “Future 
Agreement”)  taking  into  consideration  our  discussions  to  date  and  any  new  information  learned  through 
the  RFP  process  and  Contract  negotiations. 

We  look  forward  to  building  a  long-term  mutually  beneficial  relationship  with  you.  Please  indicate  your 
acceptance  of  the  contents  of  this  letter  by  signing  in  the  space  below. 

Sincerely, 

Raymond  E.  Krouse 

CFO  and  Secretary 

TEGSCO,  LLC  dba  AutoRetum 


Rokaitis 


Proposal  to  the  Chicago  Department  gf  Streets  &  Sanitation  and  Department  of  Revenue 


Harttz  Towing  and  Transportation 


Name  /  Contact 

Business  Address 

Relationship 

Harttz  Towing  &  Transport 

Regi  Hart 

708-362-2953 

8450  S.  Lafayette 

Chicago,  IL  60620 

Subcontractor 

Harttz  Towing  Fleet  Description 


Model  Year 


258  2007 


258  2008 


Freightliner  M2  2007 


FORD  F  450  2007 


Kenworth  T300  2007 


AutoRetum 
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Auto  Return 

March  Z_  ^  ,  2009 


COMPANY  NAME: 


CONTACT  NAME: 


r 


Dear: 


TEGSCO,  LLC  dba  AutoRetum  ((the  “Company”)  looks  forward  to  working  with  you  in  our  effort  to 
provide  towing  services  to  the  City  of  Chicago  (the  “Municipality”)  for  the  Auto  Pound  Management, 
Boot  Release  and  Tow,  and  Related  Towing  Services  Request  for  Proposal  (the  “RFP”).  We  are  pleased 
that  we  were  able  to  agree  on  you  becoming  a  Service  Provider.  This  letter  summarizes  our  agreement 
(the  “Agreement”)  and  is  organized  into  the  following  three  sections: 

1 .  Background 

2.  Service  Provider  Deliverables 

3 .  Professional  Arrangements 

1.  Background 

The  Municipality  has  released  the  RFP  with  the  intent  to  establish  a  process  that  will  result  in  awarding  to 
a  single  proposer  an  exclusive  three-year  contract  from  the  award  date  (the  “Contract”),  plus  (3)  one  year 
extension  options  mutually  agreed  to  by  the  Company  and  the  Municipality. 

The  Company  views  the  RFP  as  an  opportunity  to  revolutionize  and  improve  a  necessary  service.  The 
Company  has  built  the  necessaiy  capabilities  to  execute  the  Contract.  Our  capabilities  are  broadly 
categorized  into  four  areas:  1)  general  management  capabilities,  2)  the  ability  to  tow  large  volumes  of 
vehicles  and  provide  boot  release  services,  3)  return  claimed  vehicles,  and  4)  the  ability  to  dispose  of 
unclaimed  vehicles. 

The  Service  Provider  has  deep  theoretical  and  technical  knowledge  in  the  areas  of  Auto  Pound 
Management,  Boot  Release  and  Tow,  and  Related  Towing  Services. 

2.  Service  Provider  Deliverables 

Service  Provider  will  provide  towing  services  for  the  Company.  Service  Provider  will  provide  boot 
release  services  if  applicable. 


TEGSCO,  LLC  dba  AutoRetum 


945  Bryant  Street,  Suite  350 


San  Francisco,  CA  94103 


Page  2  of  2 


3.  Professional  Arrangements 

If  the  Company  is  not  awarded  the  Contract,  then  no  amounts  will  be  owed  the  Service  Provider  and  no 
obligation  to  utilize  the  Service  Provider  for  any  future  work  will  be  required. 

If  the  Company  is  awarded  the  Contract  and  signs  the  Contract,  then  the  Company  and  Service  Provider 
will  work  in  good  faith  to  formalize  this  Agreement  into  a  detailed  legal  contract  (the  “Future 
Agreement”)  taking  into  consideration  our  discussions  to  date  and  any  new  information  learned  through 
the  RFP  process  and  Contract  negotiations. 

We  look  forward  to  building  a  long-term  mutually  beneficial  relationship  with  you.  Please  indicate  your 
acceptance  of  the  contents  of  this  letter  by  signing  in  the  space  below. 


Sincerely, 


Raymond  E.  Krouse 

CFO  and  Secretary 

TEGSCO,  LLC  dba  AutoRetum 


Accepted  and  Agreed^-" 


CONTACT  NAME:  JP£rg>_  >  /Ss? 
March  23? ,  2009 


COMPANY  NAME: 


Chicago  Towing  Sub  Letter  Agreement  Template  V2 


Proposal  to  the  Chicago  Department  of  Streets  &  Sanitation  and  Department  of  Revenue 


Airline  Towing 


Name  /  Contact 

Business  Address 

Relationship 

#  Trucks 

Airline  Towing 

Joshua  Lyons 

Lonnie  Bramlett 

708-597-0990 

S  Winchester  Ave 

Chicago,  IL  60612 

Subcontractor 

9 

Airline  Towing  Fleet  Description 


Make 

Model 

Year 

Notes 

Kenworth 

T600  GL 

1996 

Challenger  50  Ton  Rotating  Crane 

Peterbuilt 

270  Conventional 

2000 

Challenger  70  Ton  Rotating  Crane 

Kenworth 

T800  Construct 

1995 

Challenger  50  Ton  Stationary 

Kenworth 

T800  Construct 

1994 

Challenger  50  Ton  Stationary 

Kenworth 

T800  Construct 

1994 

5th  Wheel  Semi-Tractor  w/Trailer 

Peterbuilt 

379  Conventional 

1993 

Zacklift  35  Ton 

International 

DT  4300 

2005 

Extended  Cab  Flatbed  (2-car) 

Kenworth 

T300  Construct 

2005 

Flatbed  (2 -car) 

International 

DT  4300 

2007 

Extended  Cab  Flatbed 

AutoRetum 
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Of* 

Auto  Return 

March _ ,  2009 


Airline  Towing 
12658  S  Winchester  Ave 
Calumet  Park,  IL  60827 


CONTACT  NAME:  SoJhXj  L-VcAS  _ 

Dear;  Jo ^  L-onryC _ ^ 

TEGSCO,  LLC  dba  AutoRetum  ((the  “Company”)  looks  forward  to  working  with  you  in  our  effort  to 
provide  towing  services  to  the  City  of  Chicago  (the  “Municipality”)  for  the  Auto  Pound  Management, 
Boot  Release  and  Tow,  and  Related  Towing  Services  Request  for  Proposal  (the  “RFP”).  We  are  pleased 
that  we  were  able  to  agree  on  you  becoming  a  Service  Provider.  This  letter  summarizes  our  agreement 
(the  “Agreement”)  and  is  organized  into  the  following  three  sections: 

1 .  Background 

2.  Service  Provider  Deliverables 

3 .  Professional  Arrangements 

1.  Background 

The  Municipality  has  released  the  RFP  with  the  intent  to  establish  a  process  that  will  result  in  awarding  to 
a  single  proposer  an  exclusive  three-year  contract  from  the  award  date  (the  “Contract”),  plus  (3)  one  year 
extension  options  mutually  agreed  to  by  the  Company  and  the  Municipality. 

The  Company  views  the  RFP  as  an  opportunity  to  revolutionize  and  improve  a  necessary  service.  The 
Company  has  built  the  necessary  capabilities  to  execute  the  Contract.  Our  capabilities  are  broadly 
categorized  into  four  areas:  1)  general  management  capabilities,  2)  the  ability  to  tow  large  volumes  of 
vehicles  and  provide  boot  release  services,  3)  return  claimed  vehicles,  and  4)  the  ability  to  dispose  of 
unclaimed  vehicles. 

The  Service  Provider  has  deep  theoretical  and  technical  knowledge  in  the  areas  of  Auto  Pound 
Management,  Boot  Release  and  Tow,  and  Related  Towing  Services. 

2.  Service  Provider  Deliverables 

Service  Provider  will  provide  towing  services  for  the  Company.  Service  Provider  will  provide  boot 
release  services  if  applicable. 


TEGSCO,  LLC  dba  AutoRetum 


945  Bryant  Street,  Suite  350 


San  Francisco,  CA  94103 
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3.  Professional  Arrangements 

If  the  Company  is  not  awarded  the  Contract,  then  no  amounts  will  be  owed  the  Service  Provider  and  no 
obligation  to  utilize  the  Service  Provider  for  any  future  work  will  be  required. 

If  the  Company  is  awarded  the  Contract  and  signs  the  Contract,  then  the  Company  and  Service  Provider 
will  work  in  good  faith  to  formalize  this  Agreement  into  a  detailed  legal  contract  (the  “Future 
Agreement”)  taking  into  consideration  our  discussions  to  date  and  any  new  information  learned  through 
the  RFP  process  and  Contract  negotiations. 

We  look  forward  to  building  a  long-term  mutually  beneficial  relationship  with  you.  Please  indicate  your 
acceptance  of  the  contents  of  this  letter  by  signing  in  the  space  below. 


Sincerely, 


Raymond  E.  Krouse 

CFO  and  Secretary 

TEGSCO,  LLC  dba  AutoRetum 


Accepted  and  Agreed: 


CONTACT  NAME:  i-v ~  Lpnrh'r.  ft  tort  fett 

f 

March  Qjy  ,  2009 


Airline  Towing 


Airline 


Proposal  to  the  Chicago  Department  of  Streets  &  Sanitation  and  Department  of  Revenue 


Ambassador  Car  Carriers 


Name  /  Contact 

Business  Address 

Relationship 

#  Trucks 

Ambassador  Car  Carriers 

Helen  Skrocki 

708-403-2277 

16242  S.  107th  St. 

Orland  Park  60462 

Subcontractor 

6 

Ambassador  Fleet  Description 
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AutoReturn 

March  ^  /  ,  2009 


Ambassador  Car  Carriers 


■95+3  W  1 13RD  St 
Orland  Park,  IL  60462 
(708)  403-2277 


r.  7  -tA  S'T . 


CONTACT  NAME:  ^ / 


Dear: 


TEGSCO,  LLC  dba  AutoReturn  ((the  “Company”)  looks  forward  to  working  with  you  in  our  effort  to 
provide  towing  services  to  the  City  of  Chicago  (the  “Municipality”)  for  the  Auto  Pound  Management, 
Boot  Release  and  Tow,  and  Related  Towing  Services  Request  for  Proposal  (the  “RFP”).  We  are  pleased 
that  we  were  able  to  agree  on  you  becoming  a  Service  Provider.  This  letter  summarizes  our  agreement 
(the  “Agreement”)  and  is  organized  into  the  following  three  sections: 

1 .  Background 

2.  Service  Provider  Deliverables 

3.  Professional  Arrangements 

1.  Background 

The  Municipality  has  released  the  RFP  with  the  intent  to  establish  a  process  that  will  result  in  awarding  to 
a  single  proposer  an  exclusive  three-year  contract  from  the  award  date  (the  “Contract”),  plus  (3)  one  year 
extension  options  mutually  agreed  to  by  the  Company  and  the  Municipality. 

The  Company  views  the  RFP  as  an  opportunity  to  revolutionize  and  improve  a  necessary  service.  The 
Company  has  built  the  necessary  capabilities  to  execute  the  Contract.  Our  capabilities  are  broadly 
categorized  into  four  areas:  1)  general  management  capabilities,  2)  the  ability  to  tow  large  volumes  of 
vehicles  and  provide  boot  release  services,  3)  return  claimed  vehicles,  and  4)  the  ability  to  dispose  of 
unclaimed  vehicles. 

The  Service  Provider  has  deep  theoretical  and  technical  knowledge  in  the  areas  of  Auto  Pound 
Management,  Boot  Release  and  Tow,  and  Related  Towing  Services. 

2.  Service  Provider  Deliverables 

Service  Provider  will  provide  towing  services  for  the  Company.  Service  Provider  will  provide  boot 
release  services  if  applicable. 


TEGSCO,  LLC  dba  AutoReturn 


945  Bryant  Street,  Suite  350 


San  Francisco,  CA  94103 
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3.  Professional  Arrangements 

If  the  Company  is  not  awarded  the  Contract,  then  no  amounts  will  be  owed  the  Service  Provider  and  no 
obligation  to  utilize  the  Service  Provider  for  any  future  work  will  be  required. 

If  the  Company  is  awarded  the  Contract  and  signs  the  Contract,  then  the  Company  and  Service  Provider 
will  work  in  good  faith  to  formalize  this  Agreement  into  a  detailed  legal  contract  (the  “Future 
Agreement”)  taking  into  consideration  our  discussions  to  date  and  any  new  information  learned  through 
the  RFP  process  and  Contract  negotiations. 

We  look  forward  to  building  a  long-term  mutually  beneficial  relationship  with  you.  Please  indicate  your 
acceptance  of  the  contents  of  this  letter  by  signing  in  the  space  below. 

Sincerely, 


Raymond  E.  Krouse 

CFO  and  Secretary 

TEGSCO,  LLC  dba  AutoRetum 


Accepted  and  Agreed: 

*  _ 

CONTACT  NAME:  _5" ^ 

March  1  /  .  2009 
Ambassador  Car  Carriers 


Airline 


Proposal  to  the  Chicago  Department  of  Streets  &  Sanitation  and  Department  of  Revenue 


Wells  Automotive  Service 


Name  /  Contact 

Business  Address 

Relationship 

#  Trucks 

Wells  Automotive  Service 

Mike  Guske 

312-943-5720 

1317  N.  Wells  St. 

Chicago,  IL  60610 

Subcontractor 

8 

Wells  Automotive  Fleet  Description 


Make 

Model 

Year 

Notes 

Chevrolet 

C6500 

2002 

Chevrolet 

C6500 

2002 

GMC 

C6500 

2003 

GMC 

C6500 

2004 

Ford 

F450 

2006 

Hino 

258 

2008 

Hino 

258 

2008 

AutoRetum 
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or* 

Auto  Return 


March 


2009 


WeHs^Fewing-^ 
33SN-Qgdeu-A\4 
Chicago  "il',-606 0  7 


CONTACT  NAME: 


A*A^to  W°*Lv»E.  S-e^O(C-^ 

\^,  n  J\J.  LOdls  S1 

CM\ CA-Go  3 (eOtofO 


Dear:  lilAv^ _ 

TEGSCO,  LLC  dba  AutoRetum  ((the  “Company”)  looks  forward  to  working  with  you  in  our  effort  to 
provide  towing  services  to  the  City  of  Chicago  (the  “Municipality”)  for  the  Auto  Pound  Management, 
Boot  Release  and  Tow,  and  Related  Towing  Services  Request  for  Proposal  (the  “RFP”).  We  are  pleased 
that  we  were  able  to  agree  on  you  becoming  a  Service  Provider.  This  letter  summarizes  our  agreement 
(the  “Agreement”)  and  is  organized  into  the  following  three  sections: 


1 .  Background 

2.  Service  Provider  Deliverables 

3 .  Professional  Arrangements 

1.  Background 

The  Municipality  has  released  the  RFP  with  the  intent  to  establish  a  process  that  will  result  in  awarding  to 
a  single  proposer  an  exclusive  three-year  contract  from  the  award  date  (the  “Contract”),  plus  (3)  one  year 
extension  options  mutually  agreed  to  by  the  Company  and  the  Municipality. 

The  Company  views  the  RFP  as  an  opportunity  to  revolutionize  and  improve  a  necessary  service.  The 
Company  has  built  the  necessary  capabilities  to  execute  the  Contract.  Our  capabilities  are  broadly 
categorized  into  four  areas:  1)  general  management  capabilities,  2)  the  ability  to  tow  large  volumes  of 
vehicles  and  provide  boot  release  services,  3)  return  claimed  vehicles,  and  4)  the  ability  to  dispose  of 
unclaimed  vehicles. 


The  Service  Provider  has  deep  theoretical  and  technical  knowledge  in  the  areas  of  Auto  Pound 
Management,  Boot  Release  and  Tow,  and  Related  Towing  Services. 

2.  Service  Provider  Deliverables 


Service  Provider  will  provide  towing  services  for  the  Company.  Service  Provider  will  provide  boot 
release  services  if  applicable. 


TEGSCO,  LLC  dba  AutoRetum 


945  Bryant  Street,  Suite  350 


San  Francisco,  C A  94103 
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3.  Professional  Arrangements 

If  the  Company  is  not  awarded  the  Contract,  then  no  amounts  will  be  owed  the  Service  Provider  and  no 
obligation  to  utilize  the  Service  Provider  for  any  future  work  will  be  required. 

If  the  Company  is  awarded  the  Contract  and  signs  the  Contract,  then  the  Company  and  Service  Provider 
will  work  in  good  faith  to  formalize  this  Agreement  into  a  detailed  legal  contract  (the  “Future 
Agreement”)  taking  into  consideration  our  discussions  to  date  and  any  new  information  learned  through 
the  RFP  process  and  Contract  negotiations. 

We  look  forward  to  building  a  long-term  mutually  beneficial  relationship  with  you.  Please  indicate  your 
acceptance  of  the  contents  of  this  letter  by  signing  in  the  space  below. 

Sincerely, 


Raymond  E.  Krouse 

CFO  and  Secretary 

TEGSCO,  LLC  dba  AutoRetum 

Accepted  and  Agreed: 


Welle  rowing  (AelU  dsl  <L&£U\CK. 


Pattersons 


Proposal  to  the  Chicago  Department  of  Streets  &  Sanitation  and  Department  of  Revenue 


S&H  Towing 


Name  /  Contact 

Business  Address 

Relationship 

#  Trucks 

S&H  Towing 

Steve  Woolsey 

773-722-2000 

3609  W.  Harrison  St. 

Chicago,  IL  60624 

S&H  Towing 

Steve  Woolsey 

773-722-2000 

6 

S&H  Towing  Fleet  Description 


Make 

Model 

Year 

International 

4400  Series 

2005 

International 

4300  Series 

2005 

International 

4300  Series 

2004 

International 

4300  Series 

2005 

FORD 

F650 

2006 

International 

Tow  Truck 

2005 

Notes 


Heavy  Duty 
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or* 

Auto  Return 


March 


2009 


COMPANY  NAME 


CONTACT  NAME:  Z/qq  /S'fZy _ 

COMPANY  ADDRESS:  T 


Dear: 


&>62-  Y 


TEGSCO,  LLC  dba  AutoRetum  ((the  “Company”)  looks  forward  to  working  with  you  in  our  effort  to 
provide  towing  services  to  the  City  of  Chicago  (the  “Municipality”)  for  the  Auto  Pound  Management, 
Boot  Release  and  Tow,  and  Related  Towing  Services  Request  for  Proposal  (the  “RFP”).  We  are  pleased 
that  we  were  able  to  agree  on  you  becoming  a  Service  Provider.  This  letter  summarizes  our  agreement 
(the  “Agreement”)  and  is  organized  into  the  following  three  sections: 


1 .  Background 

2.  Service  Provider  Deliverables 

3.  Professional  Arrangements 


1.  Background 

The  Municipality  has  released  the  RFP  with  the  intent  to  establish  a  process  that  will  result  in  awarding  to 
a  single  proposer  an  exclusive  three-year  contract  from  the  award  date  (the  “Contract”),  plus  (3)  one  year 
extension  options  mutually  agreed  to  by  the  Company  and  the  Municipality. 

The  Company  views  the  RFP  as  an  opportunity  to  revolutionize  and  improve  a  necessary  service.  The 
Company  has  built  the  necessary  capabilities  to  execute  the  Contract.  Our  capabilities  are  broadly 
categorized  into  four  areas:  1)  general  management  capabilities,  2)  the  ability  to  tow  large  volumes  of 
vehicles  and  provide  boot  release  services,  3)  return  claimed  vehicles,  and  4)  the  ability  to  dispose  of 
unclaimed  vehicles. 


The  Service  Provider  has  deep  theoretical  and  technical  knowledge  in  the  areas  of  Auto  Pound 
Management,  Boot  Release  and  Tow,  and  Related  Towing  Services. 

2.  Service  Provider  Deliverables 

Service  Provider  will  provide  towing  services  for  the  Company.  Service  Provider  will  provide  boot 
release  services  if  applicable. 


TEGSCO,  LLC  dba  AutoRetum 


945  Bryant  Street,  Suite  350 


San  Francisco,  CA  94103 
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3.  Professional  Arrangements 

If  the  Company  is  not  awarded  the  Contract,  then  no  amounts  will  be  owed  the  Service  Provider  and  no 
obligation  to  utilize  the  Service  Provider  for  any  future  work  will  be  required. 

If  the  Company  is  awarded  the  Contract  and  signs  the  Contract,  then  the  Company  and  Service  Provider 
will  work  in  good  faith  to  formalize  this  Agreement  into  a  detailed  legal  contract  (the  “Future 
Agreement”)  taking  into  consideration  our  discussions  to  date  and  any  new  information  learned  through 
the  RFP  process  and  Contract  negotiations. 

We  look  forward  to  building  a  long-term  mutually  beneficial  relationship  with  you.  Please  indicate  your 
acceptance  of  the  contents  of  this  letter  by  signing  in  the  space  below. 


Sincerely, 


Raymond  E.  Krouse 

CFO  and  Secretary 

TEGSCO,  LLC  dba  AutoRetum 


COMPANY  NAME: 


Chicago  Towing  Sub  Letter  Agreement  Template  V2 


Proposal  to  the  Chicago  Department  of  Streets  &  Sanitation  and  Department  of  Revenue 


Mike’s  Towing 


Name  /  Contact 

Business  Address 

Relationship 

#  Trucks 

Mikes  Towing 

Lois  Wenzel 

773-847-5257 

3514  S.  Archer  Ave. 

Chicago,  IL  60609 

Subcontractor 

8 

Mike’s  Towing  Fleet  Description 


Make 

Model 

Year 

Notes 

PeterBuilt 

Tandem 

1996 

IHC 

Tandem 

1985 

Freightliner 

Tandem 

1987 

IHC 

4900 

1995 

2  Car  Carrier 

Freightliner 

FL  70 

2000 

2  Car  Carrier 

IHC 

4700 

2002 

Wheel  Lift 

FORD 

F  450 

2000 

Wheel  Lift 

FORD 

F  450 

2000 

Wheel  Lift 
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Auto  Return 

March  23  ,2009 

Mike’s  Towing  Services 
3514  S.  Archer  Ave. 

Chicago,  IL  60609 

CONTACT  NAME:  , 


Dear: 


TEGSCO,  LLC  dba  AutoRetum  ((the  “Company”)  looks  forward  to  working  with  you  in  our  effort  to 
provide  towing  services  to  the  City  of  Chicago  (the  “Municipality”)  for  the  Auto  Pound  Management, 
Boot  Release  and  Tow,  and  Related  Towing  Services  Request  for  Proposal  (the  “RFP”).  We  are  pleased 
that  we  were  able  to  agree  on  you  becoming  a  Service  Provider.  This  letter  summarizes  our  agreement 
(the  “Agreement”)  and  is  organized  into  the  following  three  sections: 

1 .  Background 

2.  Service  Provider  Deliverables 

3 .  Professional  Arrangements 

1.  Background 

The  Municipality  has  released  the  RFP  with  the  intent  to  establish  a  process  that  will  result  in  awarding  to 
a  single  proposer  an  exclusive  three-year  contract  from  the  award  date  (the  “Contract”),  plus  (3)  one  year 
extension  options  mutually  agreed  to  by  the  Company  and  the  Municipality. 

The  Company  views  the  RFP  as  an  opportunity  to  revolutionize  and  improve  a  necessary  service.  The 
Company  has  built  the  necessaiy  capabilities  to  execute  the  Contract.  Our  capabilities  are  broadly 
categorized  into  four  areas:  1)  general  management  capabilities,  2)  the  ability  to  tow  large  volumes  of 
vehicles  and  provide  boot  release  services,  3)  return  claimed  vehicles,  and  4)  the  ability  to  dispose  of 
unclaimed  vehicles. 

The  Service  Provider  has  deep  theoretical  and  technical  knowledge  in  the  areas  of  Auto  Pound 
Management,  Boot  Release  and  Tow,  and  Related  Towing  Services. 

2.  Service  Provider  Deliverables 

Service  Provider  will  provide  towing  services  for  the  Company.  Service  Provider  will  provide  boot 
release  services  if  applicable. 


TEGSCO,  LLC  dba  AutoRetum 
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San  Francisco,  CA  94103 
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3.  Professional  Arrangements 

If  the  Company  is  not  awarded  the  Contract,  then  no  amounts  will  be  owed  the  Service  Provider  and  no 
obligation  to  utilize  the  Service  Provider  for  any  future  work  will  be  required. 

If  the  Company  is  awarded  the  Contract  and  signs  the  Contract,  then  the  Company  and  Service  Provider 
will  work  in  good  faith  to  formalize  this  Agreement  into  a  detailed  legal  contract  (the  “Future 
Agreement”)  taking  into  consideration  our  discussions  to  date  and  any  new  information  learned  through 
the  RFP  process  and  Contract  negotiations. 


We  look  forward  to  building  a  long-term  mutually  beneficial  relationship  with  you.  Please  indicate  your 
acceptance  of  the  contents  of  this  letter  by  signing  in  the  space  below. 


Sincerely, 


U.A.: 


Raymond  E.  Krouse 

CFO  and  Secretary 

TEGSCO,  LLC  dba  AutoReturn 


Mike’s  Towing  Services 

oo  i  s  Lr  c  a 


Rokaitis 


Proposal  to  the  Chicago  Department  of  Streets^  &  Sanitation  and_  Department  qf_ Revenue 


Patterson’s  Circle  R  Towing 


Name  /  Contact 

Business  Address 

Relationship 

#  Trucks 

Patterson’s  Circle  R  Towing 

Roosevelt  Patterson,  Sr. 

773-785-2600 

10106  S.  Michigan  Ave. 

Chicago,  IL  60628 

Subcontractor 

4 

Patterson’s  Fleet  Description 
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Auto  Return 

March  ^3  ,2009 

Patterson’s  Circle  R  Towing 
10106  S  Michigan  Ave 
Chicago,  IL  60628 


CONTACT  NAME: 


TEGSCO,  LLC  dba  AutoRetum  ((the  “Company”)  looks  forward  to  working  with  you  in  our  effort  to 
provide  towing  services  to  the  City  of  Chicago  (the  “Municipality”)  for  the  Auto  Pound  Management, 
Boot  Release  and  Tow,  and  Related  Towing  Services  Request  for  Proposal  (the  “RFP”).  We  are  pleased 
that  we  were  able  to  agree  on  you  becoming  a  Service  Provider.  This  letter  summarizes  our  agreement 
(the  “Agreement”)  and  is  organized  into  the  following  three  sections: 

1.  Background 

2.  Service  Provider  Deliverables 

3 .  Professional  Arrangements 

1.  Background 

The  Municipality  has  released  the  RFP  with  the  intent  to  establish  a  process  that  will  result  in  awarding  to 
a  single  proposer  an  exclusive  three-year  contract  from  the  award  date  (the  “Contract”),  plus  (3)  one  year 
extension  options  mutually  agreed  to  by  the  Company  and  the  Municipality. 

The  Company  views  the  RFP  as  an  opportunity  to  revolutionize  and  improve  a  necessary  service.  The 
Company  has  built  the  necessary  capabilities  to  execute  the  Contract.  Our  capabilities  are  broadly 
categorized  into  four  areas:  1)  general  management  capabilities,  2)  the  ability  to  tow  large  volumes  of 
vehicles  and  provide  boot  release  services,  3)  return  claimed  vehicles,  and  4)  the  ability  to  dispose  of 
unclaimed  vehicles. 

The  Service  Provider  has  deep  theoretical  and  technical  knowledge  in  the  areas  of  Auto  Pound 
Management,  Boot  Release  and  Tow,  and  Related  Towing  Services. 

2.  Service  Provider  Deliverables 

Service  Provider  will  provide  towing  services  for  the  Company.  Service  Provider  will  provide  boot 
release  services  if  applicable. 


TEGSCO,  LLC  dba  AutoRetum 


945  Bryant  Street,  Suite  350 


San  Francisco,  CA  94103 


/ 


Page  2  of 2 

3.  Professional  Arrangements 

If  the  Company  is  not  awarded  the  Contract,  then  no  amounts  will  be  owed  the  Service  Provider  and  no 
obligation  to  utilize  the  Service  Provider  for  any  future  work  will  be  required. 

If  the  Company  is  awarded  the  Contract  and  signs  the  Contract,  then  the  Company  and  Service  Provider 
will  work  in  good  faith  to  formalize  this  Agreement  into  a  detailed  legal  contract  (the  “Future 
Agreement”)  taking  into  consideration  our  discussions  to  date  and  any  new  information  learned  through 
the  RFP  process  and  Contract  negotiations. 

We  look  forward  to  building  a  long-term  mutually  beneficial  relationship  with  you.  Please  indicate  your 
acceptance  of  the  contents  of  this  letter  by  signing  in  the  space  below. 


Sincerely, 


Raymond  E.  Krouse 

CFO  and  Secretary 

TEGSCO,  LLC  dba  AutoRetum 


Accepted  and  Agreed: 


March  42  ,2009 


-Sk. 


Patterson’s  Circle  R  Towing 


Pattersons 


Proposal  to  the  Chicago  Department  of  Streets  &  Sanitation  and  Department  of Revenue 


Corky’s  Global  Enterprises 


Name  /  Contact 

Business  Address 

Relationship 

#  Trucks 

Corky’s  Global  Enterprises 

Cordell  Davis 

(773)  264-6015 

10841  S  Green  St 

Chicago,  IL  60643 

[773)  264-6015 

Subcontractor 

2 

Corky’s  Fleet  Description 


Make 

' - — - 

Model 

Year 

Notes 

International 

4300 

2002 

Flatbed 

International 

4300 

i _ 

2007 

Flatbed 

AutoRetum 


Proprietary  and  Confidential  to  AutoRetum 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


29 


AutoRetum 


Proprietary  and  Confidential  to  AutoRetum 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


30 


cir* 

Auto  Return 


March  ^3, 2009 
COMPANY  NAME 
CONTACT  NAME 


:  d&rk^s.  iZ'Ffr' 


'  u  /  S 


COMPANY  ADDRESS:  U 0  7  Rr6(,(#  <*> 

Dear:  _ , 


lc 


TEGSCO,  LLC  dba  AutoRetum  ((the  “Company”)  looks  forward  to  working  with  you  in  our  effort  to 
provide  towing  services  to  the  City  of  Chicago  (the  “Municipality”)  for  the  Auto  Pound  Management, 
Boot  Release  and  Tow,  and  Related  Towing  Services  Request  for  Proposal  (the  “RFP”).  We  are  pleased 
that  we  were  able  to  agree  on  you  becoming  a  Service  Provider.  This  letter  summarizes  our  agreement 
(the  “Agreement”)  and  is  organized  into  the  following  three  sections: 


1 .  Background 

2.  Service  Provider  Deliverables 

3 .  Professional  Arrangements 


1.  Background 

The  Municipality  has  released  the  RFP  with  the  intent  to  establish  a  process  that  will  result  in  awarding  to 
a  single  proposer  an  exclusive  three-year  contract  from  the  award  date  (the  “Contract”),  plus  (3)  one  year 
extension  options  mutually  agreed  to  by  the  Company  and  the  Municipality. 

The  Company  views  the  RFP  as  an  opportunity  to  revolutionize  and  improve  a  necessaiy  service.  The 
Company  has  built  the  necessaiy  capabilities  to  execute  the  Contract.  Our  capabilities  are  broadly 
categorized  into  four  areas:  1)  general  management  capabilities,  2)  the  ability  to  tow  large  volumes  of 
vehicles  and  provide  boot  release  services,  3)  return  claimed  vehicles,  and  4)  the  ability  to  dispose  of 
unclaimed  vehicles. 


The  Service  Provider  has  deep  theoretical  and  technical  knowledge  in  the  areas  of  Auto  Pound 
Management,  Boot  Release  and  Tow,  and  Related  Towing  Services. 

2.  Service  Provider  Deliverables 

Service  Provider  will  provide  towing  services  for  the  Company.  Service  Provider  will  provide  boot 
release  services  if  applicable. 


TEGSCO,  LLC  dba  AutoRetum 


945  Bryant  Street,  Suite  350 


San  Francisco,  CA  94103 
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3.  Professional  Arrangements 

If  the  Company  is  not  awarded  the  Contract,  then  no  amounts  will  be  owed  the  Service  Provider  and  no 
obligation  to  utilize  the  Service  Provider  for  any  future  work  will  be  required. 

If  the  Company  is  awarded  the  Contract  and  signs  the  Contract,  then  the  Company  and  Service  Provider 
will  work  in  good  faith  to  formalize  this  Agreement  into  a  detailed  legal  contract  (the  “Future 
Agreement”)  taking  into  consideration  our  discussions  to  date  and  any  new  information  learned  through 
the  RFP  process  and  Contract  negotiations. 

We  look  forward  to  building  a  long-term  mutually  beneficial  relationship  with  you.  Please  indicate  your 
acceptance  of  the  contents  of  this  letter  by  signing  in  the  space  below. 


Sincerely, 


Raymond  E.  Krouse 

CFO  and  Secretary 

TEGSCO,  LLC  dba  AutoRetum 


Accepted  and  Agreed: 


Chicago  Towing  Sub  Letter  Agreement  Template  V2 


Proposal  to  the  Chicago  Department  of  Streets  &  Sanitation  and  Department  of  Revenue 


Chromy’s  Towing 


Name  /  Contact 

Business  Address 

Relationship 

#  Trucks 

Chromy’s  Towing 

Ralph 

Subcontractor 

6 

Chromy’s  Towing  Fleet  Description 


Make 

Model 

Year 

Notes 

FORD 

F  450 

2006 

Self  Loader 

FORD 

F  450 

2008 

Self  Loader 

FORD 

F  550 

2007 

Flatbed 

Chevrolet 

C5500 

2006 

Flatbed 

FORD 

SuperDuty 

1996 

Flatbed 

International 

4700 

1997 

Medium  Duty 
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ar* 

Auto  Return 

March  u_  ,  2009 

COMPANY  NAME:  /  5 _ 

CONTACT  NAME:  2/7  V 


COMPANY  ADDRESS: 


As- 


Dear: 


/g&c. P2 


TEGSCO,  LLC  dba  AutoRetum  ((the  “Company”)  looks  forward  to  working  with  you  in  our  effort  to 
provide  towing  services  to  the  City  of  Chicago  (the  “Municipality”)  for  the  Auto  Pound  Management, 
Boot  Release  and  Tow,  and  Related  Towing  Services  Request  for  Proposal  (the  “RFP”).  We  are  pleased 
that  we  were  able  to  agree  on  you  becoming  a  Service  Provider.  This  letter  summarizes  our  agreement 
(the  “Agreement”)  and  is  organized  into  the  following  three  sections: 


1 .  Background 

2.  Service  Provider  Deliverables 

3 .  Professional  Arrangements 


1.  Background 

The  Municipality  has  released  the  RFP  with  the  intent  to  establish  a  process  that  will  result  in  awarding  to 
a  single  proposer  an  exclusive  three-year  contract  from  the  award  date  (the  “Contract”),  plus  (3)  one  year 
extension  options  mutually  agreed  to  by  the  Company  and  the  Municipality. 

The  Company  views  the  RFP  as  an  opportunity  to  revolutionize  and  improve  a  necessary  service.  The 
Company  has  built  the  necessary  capabilities  to  execute  the  Contract.  Our  capabilities  are  broadly 
categorized  into  four  areas:  1)  general  management  capabilities,  2)  the  ability  to  tow  large  volumes  of 
vehicles  and  provide  boot  release  services,  3)  return  claimed  vehicles,  and  4)  the  ability  to  dispose  of 
unclaimed  vehicles. 


The  Service  Provider  has  deep  theoretical  and  technical  knowledge  in  the  areas  of  Auto  Pound 
Management,  Boot  Release  and  Tow,  and  Related  Towing  Services. 

2.  Service  Provider  Deliverables 

Service  Provider  will  provide  towing  services  for  the  Company.  Service  Provider  will  provide  boot 
release  services  if  applicable. 


TEGSCO,  LLC  dba  AutoRetum 


945  Bryant  Street,  Suite  350 


San  Francisco,  CA  94103 


Page  2  of  2 


3.  Professional  Arrangements 

If  the  Company  is  not  awarded  the  Contract,  then  no  amounts  will  be  owed  the  Service  Provider  and  no 
obligation  to  utilize  the  Service  Provider  for  any  future  work  will  be  required. 

If  the  Company  is  awarded  the  Contract  and  signs  the  Contract,  then  the  Company  and  Service  Provider 
will  work  in  good  faith  to  formalize  this  Agreement  into  a  detailed  legal  contract  (the  “Future 
Agreement”)  taking  into  consideration  our  discussions  to  date  and  any  new  information  learned  through 
the  RFP  process  and  Contract  negotiations. 


We  look  forward  to  building  a  long-term  mutually  beneficial  relationship  with  you.  Please  indicate  your 
acceptance  of  the  contents  of  this  letter  by  signing  in  the  space  below. 


Sincerely, 


Raymond  E.  Krouse 

CFO  and  Secretary 

TEGSCO,  LLC  dba  AutoRetum 


COMPANY  NAME: 

_ v/^S 


Chicago  Towing  Sub  Letter  Agreement  Template  V2 


Proposal  to  the  Chicago  Department  of  Streets  &  Sanitation  and  Department  of  Revenue 


D&D  Towing  &  Recovery 


Name  /  Contact 

Business  Address 

Relationship 

#  Trucks 

D&D  Towing  &  Recovery 

Service,  Inc. 

MBE  Towing  Company 

1 1 1 1  Linden  Avenue,  Bellwood, 
IL  60104 

MBE  Subcontractor 

1 

Deborah  Stewart 

Phone:  708-277-3336 

D&D  Towing  Fleet  Description 


Make 

Model 

Year 

Notes 

FORD 

F350 

2002 

J 
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or* 

Auto  Return 

March  30,  2009 

D&D  Towing  and  Recovery  Service,  Inc. 

Attn:  Deborah  Stewart 
1 1 1 1  Linden  Ave. 

Bellwood,  Illinois  60104 

Dear  Deborah: 

TEGSCO,  LLC  dba  AutoRetum  ((the  “Company”)  has  enjoyed  meeting  you  and  learning  about  D&D 
Towing  and  Recovery  Service,  Inc.,  (the  “Service  Provider”).  We  look  forward  to  working  with  you  in 
our  effort  to  provide  to  the  City  of  Chicago  (the  “Municipality”)  Auto  Pound  Management,  Boot  Release 
and  Tow,  and  Related  Towing  Services  as  outlined  in  the  Municipalities  Request  for  Proposal  (the 
“RFP”).  We  are  pleased  that  we  were  able  to  agree  on  you  becoming  a  Service  Provider.  This  letter 
summarizes  our  agreement  (the  “Agreement”)  and  is  organized  into  the  following  three  sections: 

1 .  Background 

2.  Service  Provider  Deliverables 

3 .  Professional  Arrangements 

1.  Background 

The  Municipality  has  released  the  RFP  with  the  intent  to  establish  a  process  that  will  result  in  awarding  to 
a  single  proposer  an  exclusive  three-year  contract  from  the  award  date  (the  “Contract”),  plus  (3)  one  year 
extension  options  mutually  agreed  to  by  the  Company  and  the  Municipality. 

The  Company  views  the  RFP  as  an  opportunity  to  revolutionize  and  improve  a  necessary  service.  The 
Company  has  built  the  necessary  capabilities  to  execute  the  Contract.  Our  capabilities  are  broadly 
categorized  into  four  areas:  1)  general  management  capabilities,  2)  the  ability  to  tow  large  volumes  of 
vehicles  and  provide  boot  release  services,  3)  return  claimed  vehicles,  and  4)  the  ability  to  dispose  of 
unclaimed  vehicles. 

The  Service  Provider  has  deep  theoretical  and  technical  knowledge  in  the  areas  of  Towing,  and  Related 
Towing  Services. 

2,  Service  Provider  Deliverables 

Service  Provider  will  provide  towing  services  for  the  Company.  Service  Provider  will  provide  boot 
release  services  if  applicable. 


TEGSCO,  LLC  dba  AutoRetum 
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3.  Professional  Arrangements 

If  the  Company  is  not  awarded  the  Contract,  then  no  amounts  will  be  owed  the  Service  Provider  and  no 
obligation  to  utilize  the  Service  Provider  for  any  future  work  will  be  required. 

If  the  Company  is  awarded  the  Contract  and  signs  the  Contract,  then  the  Company  and  Service  Provider 
will  formalize  this  Agreement  into  a  detailed  legal  contract  (the  “Future  Agreement”)  taking  into 
consideration  our  discussions  to  date  and  any  new  information  learned  through  the  RFP  process  and  the 
Contract  negotiations. 

We  look  forward  to  building  a  long-term  mutually  beneficial  relationship  with  you.  Please  indicate  your 
acceptance  of  the  contents  of  this  letter  by  signing  in  the  space  below. 

Sincerely, 


Raymond  E.  Krouse 

CFO  and  Secretary 

TEGSCO,  LLC  dba  AutoRetum 

Accepted  and  Agreed: 


Towing  Letter  Agreement_D&D  Towing  AutoRetum  (2) 


Proposal  to  the  Chicago  Department  of  Streets  &  Sanitation  and  Department  qfRevenue 


Pick-N-Pull  Auto  Dismantlers 


Name  /  Contact 

Business  Address 

Relationship 

Pick-N-Pull  Auto 

7800  W  61st  PI  Summit  Argo, 

Preferred  Dismantler 

Dismantlers,  Chicago, 

LLC 

IL  60501 

Preferred  Dismantler 

Steve  Heiskell 

(916)  858-3100 

AutoRetum 


Proprietary  and  Confidential  to  AutoRetum 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


35 


Proposal  to  the  Chicago  Department  of  Streets  &  Sanitation  and  Department  qf Revenue 


AutoRetum 


Proprietary  and  Confidential  to  AutoRetum 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


36 


Proposal  to  the  Chicago  Department  of  Streets  &  Sanitation  and  Department  of  Revenue 


Appendix  B:  Company  Profile 


This  appendix  includes  the  Company  Profiles,  requested  in  RFP  Exhibit  3,  for  AutoRetum  and  our 
subcontractor,  Pick-n-PulL 


AutoRetum 
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EXHIBIT  3 

COMPANY  PROFILE  INFORMATION 


Submit  a  completed  company  profile  information  sheet  for  prime,  each  joint  venture  partner  and 
subcontractor(s),  as  applicable. 

(1)  Legal  Name  of  Firm:  TEGS  CO  LLC _ _ _ _ _ _ 

(2)  Doing  Business  under  Other  Company  Name? 

If  yes,  Name  of  Company:  AutoReturn  _ _ 

(3)  Headquarters  Address:  945  Bryant  Street.  Suite  ISO _ 

(4)  City,  State,  Zip  Code:  San  Francisco,  CA  94103  _ 

(5)  Web  Site  Address  www .  autoreturn .  com _ _ 

(6)  Proposed  Role:  3  Prime  □  Subcontractor/Subconsultant  □  Joint  Venture  Partner 

□  Supplier  or  □  Other:  _ 

(7)  Number  of  Years  in  Business:  6  years.  11  months _ 

(8)  Total  Number  of  Employees:  56 _ 

(9)  Total  Annual  Revenues  separated  by  last  3  full  fiscal  years:  _ _ _ _ 

(10)  Describe  your  primary  areas  of  expertise:  AutoReturn _ fa  a  municipal  tnwing _ 

.mana.gemp.nt~.  and...l.ggi  st  i  cs  partner, _ providi  ng.  Citi  es  and  thaix _ . 

. citizens  with  superior  service  throughout  every  step  of  the 

towing  process. 

(11)  Briefly  describe  your  work,  if  any,  contracted  to  other  firms: 

As  described  in  the  Proposal.  AutoReturn  does  not  own  a  single 
tow  truck.  We  work  with,  not  compete  against,  local  businesses. 
Please  refer  to  proposal  sections  I.B.c;  II;  V.A;  VI. A. b;  VI. A. e; 
and  VI. A. k  for  more  information. 

(13) Briefly  describe  your  firm’s  experience  in  providing  Auto  Pound  Management,  Boot 
Release,  and  Related  Towing  Services. 

AutoReturn  has  experience  providing  the  exact  services  requested 
by  the  City  of  Chicago  Department  of  Streets  &  Sanitation  and 
Department  of  Revenue .  Please  see  the  attached  pages . _ 

(14)  Provide  a  summary  of  current  and  future  projects  and  commitments: 

AutoReturn  is  currently  under  contract  with  the  City  &  County  of 
San  Francisco.  Additionally,  AutoReturn  has  been  awarded  contracts 
in  Baltimore  County,  Maryland,  and  San  Diego,  California.  Please 
see  proposal  section  II. C. a  for  more  detailed  information. 
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(13)  Briefly  describe  your  firms  experience  in  providing  Auto  Pound  Management,  Boot  Release, 
and  Related  Towing  Services. 


AutoRetum  is  uniquely  qualified  to  perform  the  services  described  in  the  RFP,  because  AutoRetum  is 
a  full-service  towing  management  company.  The  company  brings  operational  expertise,  industry 
leading  technology  solutions,  and  professional  towing  management  to  our  municipal  customers. 
AutoRetum  has  the  technical  capabilities  required  to  create  the  efficiencies  the  City  requires,  as  well 
as  extensive  experience  creating  a  single  point  of  contact  for  a  municipality  and  managing  a  disparate 
set  of  local  Towing  Contractors  to  meet  desired  service  levels,  while  maintaining  an  equitable 
distribution  of  tows. 

AutoRetum  provides  to  the  City  and  County  of  San  Francisco  on  an  equally  broad  range  of  towing 
management  services  as  described  in  the  Proposal.  A  copy  of  AutoRetum’s  contract  with  the  City  and 
County  of  San  Francisco  is  available  for  download  at  www . autoretum . com  on  the  “Resources  and 
Links”  page. 

■  Statement  of  W ork:  h  Up  ://www.autoL^kim  .com/ files/ Append  ix%20A%2Q-%2QSQW,  pdf 

■  Master  Agreement:  ]iUp://www.autoietum.CQm/liles/Masier%20AmeemenUKir 


Please  note  that  AutoRetum  began  work  for  San  Francisco  in  March  2004.  San  Francisco  was  eager 
to  get  AutoRetum  in  (and  the  predecessor  contractor  out)  so  the  City  initially  engaged  AutoRetum  via 
an  interim  contract  for  expediency,  effective  March  22,  2004.  The  current  five  year  contract  became 
effective  in  July  2005.  The  scope  of  services  under  the  two  contracts  is  substantially  similar  and  the 
two  contracts  span  the  following  periods  of  time: 

■  Interim  Contract:  March  2004  to  July  2005 

■  Current  Contract:  July  2005  to  present  (contract  through  July  2010) 


The  contract  documents  show  in  detail  the  areas  of  AutoRetum  responsibility  and  document  that 
AutoRetum  possesses  the  qualifications,  ability,  capacity,  skill,  and  the  number  of  years  of  experience 
providing  the  services  required  by  the  RFP.  In  summary,  AutoRetum  provides  and  has  provided  the 
following  services  since  March  2004: 

■  24  x  7  x  365  Dispatch  management 

■  24  x  7  x  365  Tow  subcontractor  management 

■  24  x  7  x  365  Technical  support 

■  Vehicle  storage  management  (average  of  nearly  2,000  vehicles) 

■  Vehicle  release  management,  including  customer  service  in  person,  via  phone,  and  via  Internet 

■  Disposal  management  of  unclaimed  vehicles  in  accordance  with  all  applicable  laws 

■  Reporting  and  auditing  infrastructure 


AutoRetum 
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EXHIBIT  3 

COMPANY  PROFILE  INFORMATION 

Submit  a  completed  company  profile  information  sheet  for  prime,  each  joint  venture  partner  and 
subcontractor(s),  as  applicable. 

(1)  Legal  Name  of  Firm:  Pick-n-Pull  Auto  Dismantlers.  Chicago.  LLC _ 

(2)  Doing  Business  under  Other  Company  Name? 

If  yes.  Name  of  Company: _ 

(3)  Headquarters  Address:  ..  10850  Gold  Center  Drive.  Suite  325 

(4)  City,  State,  Zip  Code:  Rancho  Cordova,  CA  95670  _ _ 

(5)  Web  Site  Address  www.picknpull.com _ 

(6)  Proposed  Role:  □  Prime  X!  Subcontractor/Subconsultant  □  Joint  Venture  Partner 

□  Supplier  or  □  Other: _ _ _ _ 

(7)  Number  of  Years  in  Business:  11  year.  9  months _  _  _ _ _ 

(8)  Total  Number  of  Employees:  19  FTE  _ _ _ 

(9)  Total  Annual  Revenues  separated  by  last  3  full  fiscal  years:  7, 017, 812  (06)  ,•  8 , 4is , 632  (07) ;  n,  945 , 835  ( os ) 

(10)  Describe  your  primary  areas  of  expertise:  __A_ukO-  Disma  ntling.  and  _  Pa  rta  SaJ  &&  _ 


(1 1)  Briefly  describe  your  work,  if  any,  contracted  to  other  firms: 
None . 


— - - - — - - - — - - - 

! 

(13) Briefly  describe  your  firm’s  experience  in  providing  Auto  Pound  Management,  Boot 
Release,  and  Related  Towing  Services. 

_ N  ./A-  _ _ _ _ _ __ _ _____ _ _ _ _ 


(14)  Provide  a  summary  of  current  and  future  projects  and  commitments: 

i 

No  current  or  future  proiects. _ _ _ 


1 
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Appendix  C:  Company  References 


This  appendix  includes  RFP  Exhibit  4,  Company  References,  for  both  AutoRetum  and  our 
subcontractor,  Pick-n-Pull,  as  well  as  letters  of  recommendation  written  on  behalf  of  AutoRetum. 

AutoReturn: 

■  Exhibit  4:  City  &  County  of  San  Francisco,  Mayor  Willie  Brown  (former) 

■  Exhibit  4:  City  &  County  of  San  Francisco,  Municipal  Transportation  Agency,  Steve  Bell 

■  Exhibit  4:  City  &  County  of  San  Francisco,  Municipal  Transportation  Agency,  Lorraine  Fuqua 

■  Exhibit  4:  City  &  County  of  San  Francisco,  Michael  Kasolas,  former  Director  SFMTA 

■  Exhibit  4:  City  &  County  of  San  Francisco,  San  Francisco  Police  Department,  Sergeant  Dean 
Marcic 

■  Exhibit  4:  San  Francisco  Housing  Authority,  Rene  Latosa 

■  Exhibit  4:  The  Villages  at  Treasure  Island,  Reginald  Hairston  &  Doris  Davis 

■  Exhibit  4:  Jewish  Community  Center,  Haime  Maname 

■  Exhibit  4:  Northbridge  Cooperative  Homes,  Penny  Hall 

■  Letter  of  Recommendation:  Steve  Bell,  Manager,  Parking  Services  and  Fare  Media  Unit,  SFMTA 
Finance  and  Lorraine  R.  Fuqua,  Senior  Analyst,  Parking  Services  and  Fare  Media  Unit,  SFMTA 
Finance 

■  Letter  of  Recommendation:  Dean  Marcic,  Sgt./Inspector,  San  Francisco  Police  Department,  Badge 
#1085 

■  Letter  of  Recommendation:  Michael  G.  Kasolas,  California  Probate  Referee  and  Former  Director, 
SFMTA 

Pick-n-Pull 

■  Exhibit  4:  City  of  Redding,  Redding  Police  Department,  Brian  Martin 

■  Exhibit  4:  Shasta  County,  Shasta  County  Sheriff,  Steve  Corella 

-  Exhibit  4:  City  of  Anderson,  Anderson  Police  Department,  Kim  Ochoa 

■  Exhibit  4:  City  of  Santa  Cruz,  Santa  Cruz  Police  Department,  Lee  Supulveda 

■  Exhibit  4:  City  of  Santa  Rosa,  Santa  Rosa  Police  Department,  Sergeant  Doug  Shlief 
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EXHIBIT  4 

COMPANY  REFERENCES/CLIENT  PROFILE  INFORMATION 

Submit  a  completed  client  profile  information  sheet  for  each  company  reference.  Provide  a  minimum  of  3 
references. 

( 1 )  Client  Name:  City  &  County  of  San  Francisco _ 

(2)  Address:  100  Spear  Street,  21st  Floor _ 

(3)  City,  State,  Zip  Code:  San  Francisco,  CA  94105  _ 

(4)  Project  Manager:  Millie  Brown.  Former  Mayor _ 

(5)  Telephone  Number:  (414 )  777-0310 _ _ _ _ 

(6)  E-mail: _ _ _ _ 

(7)  Number  of  Employees  in  Client  Organization: _ 

(8)  Project  Scope  of  Services/Goals:  AutoRetiirru  provides  towing,  storage  and 

disposal  services  lor  abandoned,  junked,  illegally  parked  and 
impounded  vehicles  for  the  City  and  County  of  San  Francisco. 


(9)  Contract  Award  Date:  March,  2004 _ Completion:  July  30,  2010 

(10)  Initial  Contract  Amount:  $  14  7  M/ypar  Final  Contract  Amount:  $  21.5  M/year 

(1 1)  Describe  how  the  client's  goals  were  met.  What  was  the  outcome  of  the  project?  Attach  additional  pages, 
as  necessary. 

Please  see  attached  pages  . _ _ _ _ _ _ 


(12)  Discuss  significant  obstacles  to  implementation  and  how  those  obstacles  were  overcome: 
Please  see  attached  pages . _ _ _ 


(13)  Is  the  client  still  utilizing  your  firm  for  these  services? 
Yes. _ 


(14)  What  was  the  cost/financing  structure  of  the  contract? 
Please  see  attached  pages . _ 
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EXHIBIT  4 

COMPANY  REFERENCES/CLIENT  PROFILE  INFORMATION 

Submit  a  completed  client  profile  information  sheet  for  each  company  reference.  Provide  a  minimum  of  3 
references. 

(1)  Client  Name:  City  &  County  of  San  Francisco:  Municipal  Transportation  Agency  : 

(2)  Address: _ 1  South  Van  Ness  Avenue  -  7th  Floor _ 

(3)  City,  State,  Zip  Code:  San  Francisco,  CA  94103 _ _ 

(4)  Proj ect Manager:  Steve  Bell.  Manager  -  Contracts  _ _ _ __ 

(5)  Telephone  Number:  (415)701-4665;  Fax:  (415)252-3272 _ 

(6)  E-mail: _ steve  .bell@sfmta  .  com _ _ _ 

(7)  Number  of  Employees  in  Client  Organization: _ 

(8)  Project  Scope  of  Services/Goals:  ^utQRejbJAri^Xiavide^._t owing ,  storage  .  and _ 

disposal  services  for  abandoned,  junked,  illegally  parked  and _ 

impounded  vehicles  for  the  City  and  County  of  San  Francisco. _ 

- - -  ■  -  " - - - - - - - - -  *  ““  —  i 

(9)  Contract  Award  Date:  March,  2  0  04 _ Completion:  July  30,  2010 

(10)  Initial  Contract  Amount:  $14.7  M/year  Final  Contract  Amount:  $21.5  M/year 

(11)  Describe  how  the  client's  goals  were  met.  What  was  the  outcome  of  the  project?  Attach  additional  pages, 
as  necessary. 

Please  see  attached  pages . _ _ _ 


(12)  Discuss  significant  obstacles  to  implementation  and  how  those  obstacles  were  overcome: 
Please  see  attached  pages  . _ _ 


(13)  Is  the  client  still  utilizing  your  firm  for  these  services? 

Yes. _ 

I 


(14)  What  was  the  cost/financing  structure  of  the  contract? 
Please  see  attached  pages . _ 
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EXHIBIT  4 

COMPANY  REFERENCES/CLIENT  PROFILE  INFORMATION 

Submit  a  completed  client  profile  information  sheet  for  each  company  reference.  Provide  a  minimum  of  3 
references. 

(1)  Client  Name:  City  &  County  of  San  Francisco;  Municipal  Transportation  Agency 

(2)  Address:  1  South  Van  Ness  Avenue  -  7th  Floor _ 

(3)  City,  State,  Zip  Code:  San  Francisco,  CA  94103 _ 

(4)  Proj ect Manager: .  Lorraine  Fuqua.  Senior  Analyst  -  Contracts _ 

(5)  Telephone  Number:  (415)  701-4678;  Fax:  (415)  252-4736 _ 

(6)  E-mail:  lorraine .  fuqua®sf  mta .  com  _ 

(7)  Number  of  Employees  in  Client  Organization: _ 

(8)  Project  Scope  of  Services/Goals:  AutoReturn  provides  towing  ,  storage  and 

disposal  services_-Lo-r  abandoned,  junked,  illegally  parked  and 
impounded  vehicles  for  the  City  and  County  of  San  Francisco. 


(9)  Contract  Award  Date:  March,  2004 _ Completion:  July  30,  2010 

(10)  Initial  Contract  Amount:  $14.7  M/vear  Final  Contract  Amount:  $21.5  M/year 

(11)  Describe  how  the  client's  goals  were  met.  What  was  the  outcome  of  the  project?  Attach  additional  pages, 
as  necessary. 

Please  see  attached  pages  . _ _ _ _ 


(12)  Discuss  significant  obstacles  to  implementation  and  how  those  obstacles  were  overcome: 
Please  see  attached  pages  . _ _ _ _ 


(13)  Is  the  client  still  utilizing  your  firm  for  these  services? 
Yes . _ 


(14)  What  was  the  cost/financing  structure  of  the  contract? 
Please  see  attached  pages . _ 


Request  for  Proposal  for  Auto  Pound  Management,  Boot  Release  and  Tow,  and  Related  Towing  Services 


EXHIBIT  4 

COMPANY  REFERENCES/CLIENT  PROFILE  INFORMATION 

Submit  a  completed  client  profile  information  sheet  for  each  company  reference.  Provide  a  minimum  of  3 
references. 

(1)  Client  Name:  city  &  County  of  San  Francisco;  Municipal  Transportation  Agency 

(2)  Address:  465  California  Street  -  Suite  418 _ _ _ _ 

(3)  City,  State,  Zip  Code:  San  Francisco,  CA  94104 _ 

(4)  Proj ect  Manager:  Michael  Kasolas,  Dire.ctor,  SFMTA _ [former) _ . 

(5)  Telephone  Number:  (415)992-5806;  Fax:  (415)520-5443 _ 

(6)  E-mail:  mike@kasolas  .  com _ 

(7)  Number  of  Employees  in  Client  Organization: _ _ 

(8)  Project  Scope  of  Services/Goals:  AutoReturn  provides  towing,  st.Qr.ag.e__an.d _ 

disposal  services  for  abandoned,  junked,  illegally  parked  and _ 

impounded  vehicles  for  the  City  and  County  of  San  Francisco. _ _ 


(9)  Contract  Award  Date:  March,  2  0  04 _ Completion:  July  30,  2010 

(10)  Initial  Contract  Amount:  $14.7  M/year  Final  Contract  Amount:  $  21.5  M/year 

(11)  Describe  how  the  client's  goals  were  met.  What  was  the  outcome  of  the  project?  Attach  additional  pages, 
as  necessary. 

Please  see  attached  pages . _ 


(12)  Discuss  significant  obstacles  to  implementation  and  how  those  obstacles  were  overcome: 
Please  see  attached  pages . _ 


(13)  Is  the  client  still  utilizing  your  firm  for  these  services? 

Ye_s_- _ 

j 


(14)  What  was  the  cost/financing  structure  of  the  contract? 
Please  see  attached  pages . _ 


Request  for  Proposal  for  Auto  Pound  Management,  Boot  Release  and  Tow,  and  Related  Towing  Services 


EXHIBIT  4 

COMPANY  REFERENCES/CLIENT  PROFILE  INFORMATION 

Submit  a  completed  client  profile  information  sheet  for  each  company  reference.  Provide  a  minimum  of  3 
references. 


0) 

(2) 

(3) 

(4) 

(5) 

(6) 

(7) 

(8) 


Client  Name:  City  &  County  of  San  Francisco;  San  Francisco  Police  Dept. . 

Address: _ Hall  of  Justice  -  850  Bryant  Street _ ' 

City,  State,  Zip  Code:  San  Francisco,  CA  94103 _ _ _ 

Project  Manager:  Sergeant  Dean  Marcic. _ Inspector Auto  Theft _ _ _ _ 

Telephone  Number:  (415)  701-4678;  Fax:  (415)  252-4736 _ _ 

E-mail:  _  _  _ 

Number  of  Employees  in  Client  Organization: _ 

Project  Scope  of  Services/Goals:  _AutoReturn  prgzide.s_to.Ming.  storage  and 
. dispoaal_se3^£ice5  for  abandaited.,  junked,  illegally  parked  and 
impounded  vehicles  for  the  City  and  County  of  San  Francisco. _ 


(9)  Contract  Award  Date:  March,  2  004 _ Completion:  July  30,  2010 

(10)  Initial  Contract  Amount:  $14,7  M/year  Final  Contract  Amount:  $  21.5  M/year 

(11)  Describe  how  the  client's  goals  were  met.  What  was  the  outcome  of  the  project?  Attach  additional  pages, 
as  necessary. 

Please  see  attached  pages. _ _ _ _  _ _ 


(12)  Discuss  significant  obstacles  to  implementation  and  how  those  obstacles  were  overcome: 
Please  see  attached  pages  . _ __ _ _ _ _ _ _ 


( 1 )  Is  the  client  still  utilizing  your  firm  for  these  services? 
Yes. _ _ _ 


( 14)  What  was  the  cost/financing  structure  of  the  contract? 
Please  see  attached  pages . _ 


Request  for  Proposal  for  Auto  Pound  Management,  Boot  Release  and  Tow,  and  Related  Towing  Services 


Proposal  to  the  Chicago  Department  of  Streets  &  Sanitation  and  Department  of  Revenue 


AutoReturn  References  -  City  &  County  of  San  Francisco 

(11)  Describe  how  the  client’s  goals  were  met.  What  was  the  outcome  of  the  project? 

Before  2004,  San  Francisco's  towing  operation  was  plagued  by  the  problems  typical  of  the  industry: 

■  Lack  of  responsiveness  to  city  needs 

1  High  numbers  of  customer  complaints  to  the  city 

■  Large  numbers  of  claims  for  damage  or  loss  of  personal  property  (resolved  only  with  legal  action 
by  individual  claimants) 

■  No  service  standards  by  which  to  hold  the  contractor  accountable 

■  Too  much  involvement  by  city  staff  required  to  manage  the  process 

■  Allegations  of  the  dismantler-owned  contractor  defrauding  the  city,  state,  and  customers  of  money 
as  a  result  of  the  contractor's  business  practices 


AutoReturn,  after  winning  a  competitive  RFP 
process  against  the  previous  contractor  and  other 
bidders,  began  to  change  the  status  quo  immediately. 

AutoReturn  immediately  reduced  customer 
complaints  from  10-to-20  per  month  to  an  average  of 
less  than  one  per  month.  AutoReturn  measurably 
improved  towing  response  times  through  the  creation 
and  implementation  of  proprietary  dispatch  technology  and  better  management  practices. 
Additionally,  the  Company  implemented  an  extensive  reporting  program  to  hold  AutoReturn  and 
towing  subcontractors  accountable  for  delivering  against  our  performance  promise.  What  had  been  a 
very  public  failure  for  San  Francisco  was  transformed  into  a  source  of  pride  and  confidence  for  the 
City. 


“We  have  experienced  a  transformation  in  San 
Francisco  that  has  fundamentally  changed  the  way 
we  think  about  towing .  " 

Willie  Brown ,  Former  Mayor  of  San  Francisco, 
about  AutoReturn  }s  positive  impact 


San  Francisco  Case  Study 


BEFORE 

AFTER 

Complaints  to  city:  10-20  /  month 

Complaints  to  City:  Less  than  one  /  month 

Poor  service  and  little  accountability 

Increased  accountability  with  reduced  effort  required 
by  city 

Poorly  performing  subcontractors 

Tow  response  times  reduced  by  32%  using  the  same 
existing  tow  operators 

Little  use  of  technology 

World-class  technology  and  active  management 

Public  embarrassment  to  city 

Improved  public  perception  of  city  towing 

“AutoReturn  improved  this  troubled  City  service  into  one  that  is  efficiently  operated  and  professionally 
managed.  ” 

Steve  Bell,  Parking  Services  Manager 

AutoReturn 


Proprietary  and  Confidential  to  AutoReturn 


Proposal  to  the  Chicago  Department  of  Streets  &  Sanitation  and  Department  of  Revenue 


(12)  Discuss  significant  obstacles  to  implementation  and  how  those  obstacles  were  overcome. 

When  AutoRetum  took  over  municipal  towing  operations  in  San  Francisco,  the  Company  was  faced 
with  the  obstacle  of  attempting  to  integrate  a  number  of  previously  poorly  performing  towing 
subcontractors.  However,  through  coaching,  training  and  close  monitoring,  we  were  able  to  drive 
these  same  subcontractors,  who  had  been  part  of  the  problem  under  the  previous  contractor,  to  perform 
at  high  levels  and  work  with  AutoRetum  to  deliver  excellent  service  to  the  City  &  County  of  San 
Francisco. 

(14)  What  was  the  cost/financing  structure  of  the  contract? 

AutoRetum  has  responsibility  to  manage  all  operations  within  San  Francisco  and  is  contracted  to  pay 
for  expenses  related  to  all  operational  activities  (e.g.,  dispatch,  towing,  storage,  customer  service, 
vehicle  lien  processing,  vehicle  auctions,  etc.).  AutoRetum  collects  all  amounts  paid  by  customers  to 
claim  vehicles  and  collects  all  amounts  paid  to  purchase  unclaimed  vehicles.  From  these  amounts 
collected,  AutoRetum  pays  certain  amounts  to  San  Francisco  on  a  daily  basis  (citation  collections,  a 
referral  fee  currently  paid  at  $22  per  tow,  and  an  administrative  fee  currently  paid  at  $70.50  per 
vehicle  released  to  the  vehicle  owner)  and  an  annual  amount  that  is  equal  to  one  percent  (1%)  of  total 
revenues  collected. 


AutoRetum 


Proprietary  and  Confidential  to  AutoRetum 


EXHIBIT  4 

COMPANY  REFERENCES/CLIENT  PROFILE  INFORMATION 


Submit  a  completed  client  profile  information  sheet  for  each  company  reference.  Provide  a  minimum  of  3 
references. 

( 1 )  Client  N ame:  San  Francisco  Housing  Authority _ _ _ 

(2)  Address:  440  Turk  Street _ _ _ _ _ 

(3)  City,  State,  Zip  Code:  San  Francisco,  CA  94102 _ _____ _ 

(4)  Project  Manager:  Renp._  Lafcnaa , _ Deputy  Administrator _ 

(5)  Telephone  Number:  (415)241-1040;  Fax:  (415)554-1258 _ 

(6)  E-mail: _ 

(7)  Number  of  Employees  in  Client  Organization: _ 

(8)  Project  Scope  of  Services/Goals:  _  Au  t  oRe.t.u rn_.  p r.ov  Me  s._J:  owing  ,  storage  .  and _ 

rii  sposal _ services  for  abandoned,  junked,  illegally  parked  vehicles  . 


(9)  Contract  Award  Date: December  15  ,  2004  Completion:  current 

(10)  Initial  Contract  Amount:  S  20.000  Final  Contract  Amount:  $  20,000 

(11)  Describe  how  the  client's  goals  were  met.  What  was  the  outcome  of  the  project?  Attach  additional  pages, 
as  necessary. 

AutoReturn  removes  abandoned,  junked  and  illegally  parked  vehicles  quickly  and 
efficiently  at  the  direction  of  the  San  Francisco  Housing  Authority.  The  client 
has  been  very  pleased  with  AutoReturn' s  services. 

(12)  Discuss  significant  obstacles  to  implementation  and  how  those  obstacles  were  overcome: 

None  .  _ _ _ _ _ _ _ _ _ _ _ _ _ _ 


(13)  Is  the  client  still  utilizing  your  firm  for  these  services? 
Yea . _ 


(14)  What  was  the  cost/financing  structure  of  the  contract? 

The  customer  is  invoiced  on  a  per  tow  basis . 


Request  for  Proposal  for  Auto  Pound  Management,  Boot  Release  and  Tow,  and  Related  Towing  Services 


EXHIBIT  4 

COMPANY  REFERENCES/CLIENT  PROFILE  INFORMATION 

Submit  a  completed  client  profile  information  sheet  for  each  company  reference.  Provide  a  minimum  of  3 
references. 

(1)  Client  Name:  The  Villages  at  Treasure  Island _ _ _ 

(2)  Address:  410  Palm  Avenue,  Building  1,  Suite  168 _ _ _ 

(3)  City,  State,  Zip  Code:  San  Francisco,  CA  94130  _ _ _ _ 

(4)  Proj ect  Manager: ^Reginald  Hairston  &  Doris  Davis  -  Property  Managers 

(5)  Telephone  Number:  (415)834-0211;  Fax:  (415)834-0210 _ 

(6)  E-mail: _ _ _ _____ _ _ ____ _ 

(7)  Number  of  Employees  in  Client  Organization: _ 

(8)  Project  Scope  of  Services/Goals:  _Briv.ate  towing,  storage  and  disposal _ 

abandoned,  junked,  illegally  parked  vehicles. 


(9)  Contract  Award  Date:  March  31 ,  2004  Completion:  Current 

(10)  Initial  Contract  Amount:  $  2 . 500 . 00  Final  Contract  Amount:  $  2 , 500 . 0 0 

(11)  Describe  how  the  client's  goals  were  met.  What  was  the  outcome  of  the  project?  Attach  additional  pages, 
as  necessary. 

AutoReturn  removes  abandoned,  junked  and  illegally  parked  vehicles  quickly  and 
efficiently  at  the  direction  of  the  client.  The  client  has  been  very  pleased  with 
AutoReturn ' s  services . 

(12)  Discuss  significant  obstacles  to  implementation  and  how  those  obstacles  were  overcome: 

None . _ 


(13)  Is  the  client  still  utilizing  your  firm  for  these  services? 
Yes . _ 


(14)  What  was  the  cost/financing  structure  of  the  contract? 

The  customer  is  invoiced  on  a  per  tow  basis. 


Request  for  Proposal  for  Auto  Pound  Management,  Boot  Release  and  Tow,  and  Related  Towing  Services 


EXHIBIT  4 

COMPANY  REFERENCES/CLIENT  PROFILE  INFORMATION 


Submit  a  completed  client  profile  information  sheet  for  each  company  reference.  Provide  a  minimum  of  3 
references. 

(1)  Client  Name:  Jewish  Community  Center _ _ 

(2)  Address: _ 3200  California  Street _ 

(3)  City,  State,  Zip  Code:  San  Francisco,  CA  94118  _ _ _ _ 

(4)  Project  Manager:  Haime  Maname,  Head  of  Security  _ _ 

(5)  Telephone  Number:  (415)292-1299  X  1147 _ 

(6)  E-mail:  _ _ _ _ _ _ _ _ 

(7)  Number  of  Employees  in  Client  Organization: _ _ _ 

(8)  Project  Scope  of  Services/Goals:  Private  towing,  storage  and  disposal _ _ 

abandoned,  junked,  illegally  parked  vehicles. 


(9)  Contract  Award  Date:  July  14,  2004  Completion:  Current _ 

(10)  Initial  Contract  Amount:  $2,500.00 _ Final  Contract  Amount:  $2,500.00 

(11)  Describe  how  the  client's  goals  were  met.  What  was  the  outcome  of  the  project?  Attach  additional  pages, 
as  necessary. 

AutoReturn  removes  abandoned,  junked  and  illegally  parked  vehicles  quickly  and 
efficiently  at  the  direction  of  the  client.  The  client  has  been  very  pleased  with 
AutoReturn 1 s  services . 

(12)  Discuss  significant  obstacles  to  implementation  and  how  those  obstacles  were  overcome: 

None  . _ . _ _ _ 


(13)  Is  the  client  still  utilizing  your  firm  for  these  services? 
Yea. _ _ _ . _ 


(14)  What  was  the  cost/financing  stmcture  of  the  contract? 

-The*  cus_h_omar_i_s _ invoiced  on_a  per_tpw  basis 


Request  for  Proposal  for  Auto  Pound  Management,  Boot  Release  and  Tow,  and  Related  Towing  Services 


EXHIBIT  4 

COMPANY  REFERENCES/CLIENT  PROFILE  INFORMATION 

Submit  a  completed  client  profile  information  sheet  for  each  company  reference.  Provide  a  minimum  of  3 
references. 

(1)  Client  Name:  Wort-.hhr-i  dge  ..Cooper a  t i vp  Hnmps _ _ _ __ _ _ _ 

(2)  Address: _ 1  Ardath  Court _ _ _ 

(3)  City,  State,  Zip  Code:  San  Francisco ,  CA  94124 _ _ _ 

(4)  Proj ect Manager:  Penny  Hall  -  Manager _ _ _ 

(5)  Telephone  Number:  (415)647-0220;  Fax:  (415)647-2143  _ _ 

(6)  E-mail: _ _ _ _ _ _ _ 

(7)  Number  of  Employees  in  Client  Organization: _ _ _ 

(8)  Project  Scope  of  Services/Goals:  Private  towing,  storage  and  disposal 

_ abandoned,  junked,  illegally  parked  vehicles. _ 

I 

_ _ _ _ _ _  _  _  t 


(9)  Contract  Award  Date:  nprpmhpr  2f  2004  Completion:  current _ 

(10)  Initial  Contract  Amount:  $  l .  ooo _ Final  Contract  Amount:  $  1,000 

(11)  Describe  how  the  client's  goals  were  met.  What  was  the  outcome  of  the  project?  Attach  additional  pages, 
as  necessary. 

AutoReturn  removes  abandoned,  junked  and  illegally  parked  vehicles  quickly  and 
efficiently  at  the  direction  of  the  client.  The  client  has  been  very  pleased  with 
AutoReturn 1 s  services . 

(12)  Discuss  significant  obstacles  to  implementation  and  how  those  obstacles  were  overcome: 

-Hone. _ _ _ _  _ _ _ _  _ _ _ _ _ 


(13)  Is  the  client  still  utilizing  your  firm  for  these  services? 
Yes-, _ _ _ _ _ 


(14)  What  was  the  cost/financing  structure  of  the  contract? 

The  customer  is  invoiced  on  a  per  tow  basis. _ _ 

: 

i 

, 


Request  for  Proposal  for  Auto  Pound  Management,  Boot  Release  and  Tow,  and  Related  Towing  Services 


i 


flev.  Dr.  James  McCray  Jr  |  Chairman 
Tom  Nolan  |  Vice-Chairman 
Cameron  Beach  j  Director 
Shirley  Breyer  Black  |  Director 
Malcolm  Heinicke  |  Director 
Jerry  Lee  |  Director 
Bruce  Oka  |  Director 


Nathaniel  R  Ford,  Sr.  |  Executive  Director/CEO 


April  10,  2008 


To  Whom  It  May  Concern: 

We,  on  behalf  of  the  San  Francisco  Municipal  Transportation  Agency,  have  acted  as  Contract 
Administrators  for  the  Agreement  for  Towing,  Storage  and  Disposal  of  Illegally  Parked  and  Abandoned 
Vehicles  for  the  City  and  County  of  San  Francisco  (the  “City")  since  1997  and  2003,  respectively. 
During  our  tenure  as  contract  administrators,  AutoReturn  transformed  this  troubled  City  service  into 
one  that  is  efficiently  operated  and  professionally  managed. 

Customer  service  levels  have  improved  dramatically  under  AutoReturn’s  management.  Prior  to 
AutoReturn’s  tenure,  customer  complaints  were  commonplace  and  averaged  ten  to  twenty  per  month. 
The  complaint  volume  is  now  less  than  one  per  month  under  AutoReturn,  and  the  complaints  are 
generally  resolved  quickly,  and  with  minimum  intervention  on  the  Agency’s  part.  In  addition,  when 
Agency  staff  contacts  AutoReturn  regarding  administrative  matters,  AutoReturn  responds  in  a  timely, 
courteous  and  helpful  manner.  AutoReturn  has  significantly  reduced  tow  response  times  and 
successfully  managed  multiple  towing  subcontractors  for  the  City. 

In  March  2007,  AutoReturn  received  a  favorable  review  during  a  compliance  audit  conducted  by  the 
City  Controller's  Office.  The  next  compliance  audit  will  be  conducted  in  2009. 

Finally,  AutoReturn’s  tow  management  software  system  provides  the  City  with  all  the  information  we 
require  regarding  tracking  of  towed  vehicles  in  an  easily  digestible  format.  The  system  has  been 
stable,  flexible  and  has  provided  a  new  level  of  transparency  into  towing  operations  that  the  City  did 
not  have  prior  to  its  implementation. 

If  you  have  any  questions,  please  feel  free  to  call 


Sincerely, 


Steve  Bell, 

Manager,  Parking  Services  and 
Fare  Media  Unit,  SFMTA  Finance 
415-701-4665 


San  Francisco  Municipal  Transportation  Agency 

San  Francisco  Municipal  Railway  |  Department  of  Parking  &  Traffic 

One  South  Van  Ness  Avenue.  Seventh  FI.  San  Francisco,  CA  94103  |  Tel:  415.701  4500  |  Fax:  415.701.4430  |  www.sfmta.com 


POLICE  DEPARTMENT 


CITY  AND  COUNTY  OF  SAN  FRANCISCO 


THOMAS  J.  CAHILL  HALL  OF  JUSTICE 
850  BRYANT  STREET 

SAN  FRANCISCO,  CALIFORNIA  04103-4603 


HEATHER  J,  FONG 

chief  of  police 

January  16, 2008 


To  Whom  It  May  Concern: 

My  name  Ii  Sgt  /  Inspector  Dean  Marcie  of  the  San  Franciieo  Police  Department 


As  part  of  my  duties,  I  am  responsible  for  investigative  tows.  As  such  I  work 
directly  with  the  impound  vendors.  The  Level  of  service  is  much  better  since 
Auto  Return  began  managing  the  towing  operation.  Their  responsiveness  to  my 
needs  and  requests  makes  my  job  much  easier.  When  AutoRetum  commits  to 
doing  something  I  know  it  wit)  get  done  and  get  done  right  I  would  strongly 
encourage  any  other  municipality  to  select  AutoRetum  to  manage  its  towing 
operation. 


Michael  G.  Kasolas,  CPA 

CALIFORNIA  PROBATE  REFEREE 

Merchants  Exchange  Building 
465  California  Street,  Suite  418 
SAN  FRANCISCO,  CALIFORNIA  94104 

TELEPHONE  (415)  992-5806  FAX  (415)  520-5443 
CELLULAR  (415)  850-9525  E-MAIL  mike@ka$olas.com 


April  30,  2008 


To  whom  it  may  concern: 


Re:  Letter  of  Reference  for  TEGSCO,  LLC,  dba  San  Francisco  AutoRetum  “AutoRetum”. 


I  served  as  a  Director  for  the  San  Francisco  Municipal  Transportation  Agency  (MTA),  an 
appointed  position  of  the  Mayor,  from  August  2002  through  March  2007,  and  served  as  the  Vice- 
Chairman  of  the  Board  from  January  2005  through  March  2007. 

I  have  been  asked  by  AutoRetum  to  provide  a  letter  of  reference,  as  I  served  on  the  MTA  Board 
prior  to  AutoRetum’s  contract  approval,  and  subsequently  during  the  contract  selection  process,  the 
operational  transition  from  the  prior  vendor  to  AutoRetum,  all  of  which  was  for  approximately  the  first 
three  years  of  AutoRetum's  operation  under  the  exclusive  contract  for  towing  and  impound  management 
for  the  City  and  County  of  San  Francisco.  I  am  familiar  with  their  company  and  the  very  positive  results 
afforded  to  San  Francisco  by  their  operation. 

The  towing  situation  in  San  Francisco  before  AutoRetum  was  a  public  embarrassment  and  is  now 
an  example  of  how  a  company  should  provide  services  to  a  municipality 

AutoRetum’s  professional  management  team  effectuated  a  smooth  transition  and  utilized  state  of 
the  art  technology  which  translated  to  an  immediate  increase  in  service  levels,  the  essential  elimination  of 
complaints  and  positively  transformed  the  towing  operation  in  San  Francisco. 

I  would  highly  recommend  the  use  of  their  services  for  any  municipality  that  is  seeking  a  vendor 
that  will  deliver  services  professionally,  effectively  and  timely. 

If  you  have  any  questions,  please  give  me  a  call  directly  at  (415)  850-9525. 


Very  truly  yours, 


ichael  G.  Kasolas 


EXHIBIT  4 

COMPANY  REFERENCES/CLIENT  PROFILE  INFORMATION 

Submit  a  completed  client  profile  information  sheet  for  each  company  reference.  Provide  a  minimum  of  3 
references. 

(1)  Client  Name:  pj  ty  of  pending,  .California;  Redding  Police  Dept: 

(2)  Address: . _ 1313  California  Street _ _ _ 

(3)  City,  State,  Zip  Code:  Redding,  CA  96001 _ _ 

(4)  Project  Manager:  Brian  Martin _ _ _ _ _ _ _ 

(5)  Telephone  Number:  (530)225-4296;  Fax:  (530)225-4568 _ 

(6)  E-mail: _ _ _  _ 

(7)  Number  of  Employees  in  Client  Organization:  sese  attached  pagps  . _ _ 

(8)  Project  Scope  of  Services/Goals:  see  attached  pages  . _ 


(9)  Contract  Award  Date:  October  l.  2006  Completion:  September  30,  2009 

(10)  Initial  Contract  Amount:  $  o.oo _ Final  Contract  Amount:  $  41,  ooo .  oo 

(1 1)  Describe  how  the  client's  goals  were  met.  What  was  the  outcome  of  the  project?  Attach  additional  pages, 
as  necessary. 

see  attached  pages  . _ _  _ _ _ 


(12)  Discuss  significant  obstacles  to  implementation  and  how  those  obstacles  were  overcome: 
none . _ 


(13)  Is  the  client  still  utilizing  your  firm  for  these  services? 
yes  . _ _ _ _ 


(14)  What  was  the  cost/financing  structure  of  the  contract? 
see  attached  pages. _ 


Request  for  Proposal  for  Auto  Pound  Management,  Boot  Release  and  Tow,  and  Related  Towing  Services 


EXHIBIT  4 

COMPANY  REFERENCES/CLIENT  PROFILE  INFORMATION 


Submit  a  completed  client  profile  information  sheet  for  each  company  reference.  Provide  a  minimum  of  3 
references. 

(1)  Client  Name:  Shasta  County  California:  Shasta  County  Sheriff - - - - 

(2)  Address:  1525  Court  Street _ _ _ _ _ _ 

(3)  City,  State,  Zip  Code:  Redding,  CA  96  001  _ _ _ _ 

(4)  Proj ect  Manager:  Steve  Corella _ _ _ _ 

(5)  Telephone  Number:  (530)  245-1686 _ _ _ _ _ 

(6)  E-mail: _ 

(7)  Number  of  Employees  in  Client  Organization:  spp  attached  pages.  _ _ 

(8)  Project  Scope  of  Services/Goals:  see  attached  pages  . _ 


(9)  Contract  Award  Date:  Ontnhsr  1.  2  006  Completion:  September  30,  2 009 

(10)  Initial  Contract  Amount:  $  o .  oo _ Final  Contract  Amount:  $  41,000.00 

(11)  Describe  how  the  client's  goals  were  met.  What  was  the  outcome  of  the  project?  Attach  additional  pages, 
as  necessary. 

see  attached  pages . _ _ _ _ 


(12)  Discuss  significant  obstacles  to  implementation  and  how  those  obstacles  were  overcome: 
none . _ 


(13)  Is  the  client  still  utilizing  your  firm  for  these  services? 
yes . _ 


(14)  What  was  the  cost/financing  structure  of  the  contract? 
see  attached  pages  . _ 


Request  for  Proposal  for  Auto  Pound  Management,  Boot  Release  and  Tow,  and  Related  Towing  Services 


EXHIBIT  4 

COMPANY  REFERENCES/CLIENT  PROFILE  INFORMATION 

Submit  a  completed  client  profile  information  sheet  for  each  company  reference.  Provide  a  minimum  of  3 
references. 

(1)  Client  Name:  ,  City  of  Anderson., _ California;  Anderson  Police  Dept 

(2)  Address:  2220  North  Street _ 

(3)  City,  State,  Zip  Code:  Anderson,  CA  96007 _ 

(4)  Project  Manager:  Kick  Ochoa _ _ _ _ _ _ 

(5)  Telephone  Number:  (530)378-6618 _ 

(6)  E-mail: _ 

(7)  Number  of  Employees  in  Client  Organization:  see  attached  pages. _ 

(8)  Project  Scope  of  Services/Goals:  see  attached  pages. _ 


(9)  Contract  Award  Date:  October  1.  2006  Completion:  September  30,  2009 

(10)  Initial  Contract  Amount:  $  o ,  oo _ Final  Contract  Amount:  $  4l.ooo.oo 

(11)  Describe  how  the  client's  goals  were  met.  What  was  the  outcome  of  the  project?  Attach  additional  pages, 
as  necessary. 

see  attached  pages  . _ _ _ _____ _ __ _ _ _ _ 


(12)  Discuss  significant  obstacles  to  implementation  and  how  those  obstacles  were  overcome: 
none . _ 


(13)  Is  the  client  still  utilizing  your  firm  for  these  services? 

_Yes_- _ 


(14)  What  was  the  cost/financing  structure  of  the  contract? 
see  attached  pages  . _ 
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Proposal  to  the  Chicago  Department  of  Streets  &  Sanitation  and  Department  of  Revenue 


PlCK-N-PULL  REFERENCES  —  City  of  Redding,  City  of  Anderson,  Shasta  County 

Pick-n-Pull  is  the  sole  contract  provider  for  an  abandoned  vehicle  abatement  contract  for  a  joint 
powers  agreement  with  the  City  of  Redding,  City  of  Anderson  and  Shasta  County  California, 
supporting  an  estimated  population  of  180,000  people. 

Pick-n-Pull  tows  an  approximated  150  vehicles  per  month  at  the  direction  of  the  above  law 
enforcement  entities.  Some  of  these  vehicles  are  towed  from  a  distance  of  50  miles  or  more.  The 
actual  towing  portion  of  this  contract  is  subcontracted  to  three  local  tow  companies  that  are  under 
contract  with  us  for  this  program  and  other  towing.  All  dispatching  and  actual  tows  are  done  at  our 
direction  with  a  one  hour  response  time  in  most  cases.  Pick-n-Pull  pays  for  all  towing  costs.  All 
vehicles  are  cleared  through  CA  DMV  and  are  dismantled  at  our  expense.  Any  parts  or  metal 
recovery  sales  are  retained  by  Pick-n-Pull. 

This  contract  began  October  1,  2006  and  expires  September  30,  2009  with  two  additional  one  year 
extension  available. 


AutoRetum 
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EXHIBIT  4 

COMPANY  REFERENCES/CLIENT  PROFILE  INFORMATION 

Submit  a  completed  client  profile  information  sheet  for  each  company  reference.  Provide  a  minimum  of  3 
references. 

( 1 )  Client  Name:  City  of  Santa  Cruz,  CA;  Santa  Cruz  Police  Dept. _ 

(2)  Address:  155  Center  Street _ 

(3)  City,  State,  Zip  Code:  Santa  Cruz,  CA  95060  _ 

(4)  Proj ect  Manager:  Lee  Supulveda _ _ _ _ _ 

(5)  Telephone  Number:  (831)  420-5859  _ _ _ _ 

(6)  E-mail: _ _ _ _ _ _ _ _ _ 

(7)  Number  of  Employees  in  Client  Organization: _ 

(8)  Project  Scope  of  Services/Goals:  see  attached  pages  . _ _ _ _ 


(9)  Contract  Award  Date:  .Tnly  1  r  2  0  04  Completion:  n/a _ 

(10)  Initial  Contract  Amount:  $  o.oo _ Final  Contract  Amount:  $  4,000 

(11)  Describe  how  the  client's  goals  were  met.  What  was  the  outcome  of  the  project?  Attach  additional  pages, 
as  necessary. 

see  attached  pages  .  _ _ 


(12)  Discuss  significant  obstacles  to  implementation  and  how  those  obstacles  were  overcome: 
none  . _ _ _ _ _ _ _ 


(13)  Is  the  client  still  utilizing  your  firm  for  these  services? 
yes . _ _ _ _ _ 


(14)  What  was  the  cost/financing  structure  of  the  contract? 
see  attached  pages  . _ 
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Proposal  to  the  Chicago  Department  of  Streets  &  Sanitation  and  Department  of  Revenue 


Pick-n-Pull  References  -  city  of  Santa  cruz 

Pick-n-Pull  is  the  sole  contract  provider  for  an  abandoned  vehicle  abatement  contract  for  the  City  of 
Santa  Cruz,  California,  supporting  an  estimated  population  of  80,000  people. 

Pick-n-Pull  tows  an  approximated  30  vehicles  per  month  at  the  direction  of  the  above  law  enforcement 
entity.  All  dispatching  and  actual  tows  are  done  at  our  direction  with  our  own  equipment.  Pick-n-Pull 
pays  for  all  towing  costs.  All  vehicles  are  cleared  through  CA  DMV  and  are  dismantled  at  our 
expense.  Any  parts  or  metal  recovery  sales  are  retained  by  Pick-n-Pull. 

This  contract  began  July  1,  2004  and  renews  annually  as  an  open  purchase  order. 


AutoReturn 
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EXHIBIT  4 

COMPANY  REFERENCES/CLIENT  PROFILE  INFORMATION 

Submit  a  completed  client  profile  information  sheet  for  each  company  reference.  Provide  a  minimum  of  3 
references. 

(1)  Client  Name:  City  of  Sanf.a  Rosa. _ California;  Santa  Rosa  Pol  ire  T)Rpt 

(2)  Address:  55  Stony  Point  Road _ 

(3)  City,  State,  Zip  Code:  Santa  Rosa,  CA  95402  _ _ 

(4)  Project  Manager:  Sergeant  Doug  Schlief _ 

(5)  Telephone  Number:  (707)  543-3620 _ _ _ _ 

(6)  E-mail: _ _ _ _ _ _ _ _ 

(7)  Number  of  Employees  in  Client  Organization: _ 

(8)  Project  Scope  of  Services/Goals:  see_attached  pages.  _ _ _ 


(9)  Contract  Award  Date:  Maroh  1.  2005  Completion:  February  28.  2010 

(10)  Initial  Contract  Amount:  $  o .  oo _ Final  Contract  Amount:  $18,720.00 

(11)  Describe  how  the  client's  goals  were  met.  What  was  the  outcome  of  the  project?  Attach  additional  pages, 
as  necessary. 

see  attached  pages  . _ _ _ ___ _ 


(12)  Discuss  significant  obstacles  to  implementation  and  how  those  obstacles  were  overcome: 
none . _ 


(13)  Is  the  client  still  utilizing  your  firm  for  these  services? 
.  yes. _ 


(14)  What  was  the  cost/financing  structure  of  the  contract? 
. see  attached-pagas^ _ _ 
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Proposal  to  the  Chicago  Department  of  Streets  &  Sanitation  and  Department  of  Revenue 


PICK-N-PULL  REFERENCES  —  City  of  Santa  Rosa 

Pick-n-Pull  is  the  sole  contract  provider  for  an  abandoned  vehicle  abatement  contract  for  the  City  of 
Santa  Rosa,  California,  supporting  an  estimated  population  of  65,000  people. 

Pick-n-Pull  tows  an  approximated  50  vehicles  per  month  at  the  direction  of  the  above  law  enforcement 
entity.  All  dispatching  and  actual  tows  are  done  at  our  direction  with  our  own  equipment.  Pick-n-Pull 
pays  for  all  towing  costs.  All  vehicles  are  cleared  through  CA  DMV  and  are  dismantled  at  our 
expense.  Any  parts  or  metal  recovery  sales  are  retained  by  Pick-n-Pull. 

This  contract  began  March  1,  2005  and  renewed  March  1,  2008  for  an  additional  two  years,  expiring 
on  February  28,  2010. 
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Appendix  D:  Organizational  Plan 
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I.  Introduction 


Section  6.A.b.l:  Job  Profiles  and  Section  6»A.b*2:  Minimum  Staffing  of  AutoRetum's  response  to 
the  RFP  provide  a  summary  of  the  staffing  plan  and  the  minimum  staffing  requirements  that  will  be 
needed  to  run  a  24x7  operation  and  to  comply  with  the  City  of  Chicago  staffing  requirements.  This 
appendix  provides  additional  details  on  how  AutoRetum  plans  to  meet  the  needs  of  Chicago  through 
its  human  capital. 

The  details  of  AutoRetum’s  organizational  structure,  staffing  plans,  training  plans,  and  job 
descriptions  are  presented  in  this  appendix.  This  plan  demonstrates  that  AutoRetum  understands  the 
staffing  requirements  of  the  Contract  -  at  every  level  of  the  organization  -  and  that  we  are  committed 
to  maintaining  staffing  levels  with  an  appropriate  number  of  personnel  to  run  an  efficient,  responsive, 
and  customer-focused  organization  at  all  times. 


Functional  Areas 

The  operational  needs  of  the  Company  include  staff,  processes,  facilities,  technology  infrastructure, 
and  other  equipment  across  five  (5)  major  categories: 

■  Towing 

■  Storage 

■  Return 

■  Disposal 

■  Support 


To  support  these  five  critical  areas,  employees  will  contribute  as  a  member  of  the  management  team  or 

as  a  member  of  one  of  the  following  six  (6)  functional  areas: 

■  Towing  Personnel  (including  management  and  staff  for  subcontractor  tow  management,  internal 
tow  operations,  dispatch  operations,  and  administration  for  all  required  staff) 

■  Storage  Personnel  (including  management  and  staff  for  security  subcontractor  management, 
parking  lot  operations,  and  auction  operations) 

■  Vehicle  Return  Personnel  (including  customer  service  management  and  staff  for  vehicle  return 
processing) 

■  Vehicle  Disposal  Personnel  (including  management  and  staff  for  auction  operations  and  salvage 
operations) 

■  Information  Technology  Personnel  (including  management  and  staff  for  technology  infrastructure 
and  information  systems  operations) 

■  Finance,  Human  Resources  and  Administrative  Personnel  (including  the  management  and  staff  for 
office  management,  accounting,  and  other  record  keeping  /  report  generation  operations) 
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Proposal  to  the  Chicago  Department  of  Streets  &  Sanitation  and  Department  of  Revenue 


II.  Reporting  Relationships  and  Functional  Groups 


The  reporting  structure  is  configured  with  just  a  few  management  layers  to  ensure  that  all  staff 
members  have  immediate  access  to  their  supervisors.  This  also  allows  management  to  step  in  as 
needed,  with  their  knowledge  of  processes  and  systems  equal  to  their  staff.  The  direct  reporting 
relationships  and  a  discussion  of  the  primary  responsibilities  of  each  functional  area  are  provided 
below.  The  job  profiles  can  be  found  in  Section  IV:  AutoReturn  Job  Profiles. 


A.  Customer  Service  and  Dispatch  Personnel 

AutoRetum’s  customer  service  staff  will  be  located  at  each  facility  in  sufficient  numbers  to  manage  a 
schedule  of  24  hours,  seven  days  a  week,  including  holidays.  The  customer  service  staff  consists  of 
the  phone  operators,  the  window  staff,  and  the  customer  service  representatives  that  handle  customer 
service  questions,  complaints,  claims,  and  other  matters.  Dispatchers  and  other  towing  subcontractors 
are  the  direct  links  to  the  Chicago  Police  Department.  Dispatch  personnel  will  be  centralized  in  one 
facility  and  will  be  trained  in  the  use  of  proven  dispatch  technology  to  maximize  the  benefits  of  the 
GPS  equipped  tow  trucks,  and  minimizing  the  response  time  for  tow  requests.  No  fewer  than  two 
dispatchers  will  be  working  during  peak  volume  hours.  The  dispatch  and  customer  service  functions 
will  be  cross-trained  to  allow  for  interchange  of  duties  as  workload  demands  (such  as  peak  customer 
visit  times  or  peak  dispatch  request  times).  The  system  in  place  allows  staff  from  various  and  remote 
locations  to  provide  supporting  roles  to  dispatchers  at  any  given  time. 

All  customer  service  dispatch  and  personnel  will  report  to  the  Dispatch  and  Customer  Service 
Operations  Manager  who  is  supported  by  the  Shift  Supervisor.  Donovan  Fullard  will  support  the 
Dispatch  and  Customer  Service  Manager  during  the  transition  and  will  be  an  additional  resource  to  the 
Contract  team.  The  Customer  Service  and  Dispatch  Operations  Manager  will  manage  the  staff 
required  to  perform  these  functions  and  provide  the  best  service  to  the  City.  This  includes  monitoring 
performance  and  ensuring  attendance  in  mandatory  customer  service  training.  All  customer  service 
employees,  along  with  every  AutoReturn  employee,  will  receive  mandatory  customer  service  training 
and  formal  training  in  the  use  of  the  relevant  information  systems  required  to  respond  to  customer 
requests  effectively  and  efficiently.  The  training,  along  with  well-defined  and  communicated  policies 
and  procedures,  will  minimize  the  wait  time  of  customers  and  exceed  customer  expectations  for 
service  excellence.  This  team  of  employees  will  perform  the  duties  related  to  interaction  with  the 
public,  from  phone  and  face-to-face  assistance  with  vehicle  release  to  response  to  customer  claims, 
complaints,  and  feedback.  In  addition,  the  customer  service  staff  acts  as  the  conduit  for  information 
flow  throughout  the  company,  passing  on  customer  input  to  facilitate  process  and  system 
improvements. 
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Organization  Chart  —  Customer  Service  and  Dispatch  Personnel 


B.  Towing  &  Storage  Personnel 

The  towing  and  storage  staff  and  contracted  security  personnel  are  responsible  for  the  efficient, 
effective,  towing,  safe  storage  and  retrieval  of  vehicles  and  other  property  on  the  lots.  The  Quality 
Assurance  Manager  is  supported  by  an  Assitant  Manager  and  several  Lot  Managers.  Dan  Scanlan, 

VP,  Dispatch,  Towing,  and  Quality  Assurance  of  AutoRetum  San  Francisco  operations  will  support 
the  Quality  Assurance  Manager  during  the  transition  and  will  be  an  additional  resource  to  the  Contract 
team.  The  Towing  and  Storage  Operations  Manager  will  manage  the  employees  and  subcontractors 
required  to  perform  these  functions.  AutoRetum  storage  employees  will  be  located  at  each  facility  in 
sufficient  numbers  to  provide  excellent  service  to  vehicle  owners  for  all  relevant  service  metrics. 

All  storage  employees  will  receive  mandatory  customer  service  training,  and  other  designated 
employees  will  receive  formal  training  in  the  correct  operation  of  specialty  equipment  required  to 
perform  the  storage,  retrieval,  and  security  duties  (e.g.,  forklifts,  loaders,  video  surveillance 
equipment,  customer  service  computer  systems,  etc.)  This  training  along  with  other  policies  and 
procedures  will  minimize  the  incidence  of  damage  to  vehicles  and  the  occurrence  of  lost  or  stolen 
property.  AutoRetum  staff  will  bag  and  tag  personal  property  found  within  the  vehicle  compartment 
for  safe-keeping.  At  least  one  security  guard  will  be  stationed  at  the  front  and  rear  gates  of  the 
facilities  when  the  facilities  are  open  to  the  public  and  employees  will  monitor  entry  and  exit  of  all 
persons  and  property.  During  off-hours,  security  personnel  will  patrol  the  lots  to  ensure  the  safety  of 
all  vehicles  and  other  property.  24-hour  video  surveillance  with  infrared  motion  detector  camera 
systems  will  be  utilized  at  all  storage  facilities  that  will  enable  both  on-site  and  off-site  monitoring. 
Compensation  of  the  security  firm  will  include  a  reward  or  penalty  dependant  on  the  incidence  of  lost 
or  stolen  property  with  the  goal  of  zero  theft. 
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Organization  Chart  —  Storage  and  Disposal  Personnel 


AutoRetum 


Proprietary  and  Confidential  to  AutoRetum 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


Dan  Scanlan,  VP 
Dispatch,  Towing  & 
Quality  Assurance 
AutoRetum 
San  Francisco 


Proposal  to  the  Chicago  Department  of  Streets  &  Sanitation  and  Department  of  Revenue 


C.  Information  Technology  Personnel 

The  Systems  Network  and  Operations  Analyst  staff  will  be  responsible  for  developing,  implementing, 
and  supporting  all  of  AutoRetum’s  technological  systems  and  infrastructure.  The  most  important  of 
these  systems  is  ARIES,  which  stands  for  AutoRetum  Integrated  Enterprise  System.  This  system 
supports  the  core  functions  of  dispatch  and  towing  management,  vehicle  storage,  impound 
management,  vehicle  return,  general  customer  service  related  tasks,  lien  sales  processing,  vehicle 
disposal,  and  all  of  AutoRetum’s  reporting  needs.  ARIES  is  accessible  through  a  web-based  interface 
to  AutoRetum  staff  and  City  officials.  Components  of  this  system  are  available  to  customers  through 
AutoRetum’s  self-service  web  site  and  automated  phone  system. 

The  General  Manager,  supported  by  AutoRetum’s  San  Francisco-based  information  technology  (“IT”) 
team,  will  manage  the  IT  staff  and  the  IT  partner  companies  required  to  support  all  of  AutoRetum’s 
information  technology  systems.  The  day-to-day  support  and  administration  of  all  of  AutoRetum’s 
business  systems  and  IT  infrastructure  will  be  the  responsibility  of  the  Systems  Network  and 
Operations  Analysts. 

All  IT  employees  will  receive  the  mandatory  customer  service  training  and  any  job  function  specific 
training  required,  including,  but  not  limited  to,  training  in  specific  solution  components,  hardware 
systems  administration,  database  administration,  and  network  administration. 


Organization  Chart  —  Information  Technology  Personnel 


John  Pendleton, 
CTO, 

AutoRetum 
San  Francisco 


I 

i 

K- 

i  \ 

.1  N 


\  ! 


\  * 

M  Third  Party  Technology 


i 


Resources 


AutoRetum 


Proprietary  and  Confidential  to  AutoRetum 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


6 


Proposal  to  the  Chicago  Department  of  Streets  &  Sanitation  and  Department  of  Revenue 


D.  Administrative  Personnel 

The  administrative,  accounting,  and  finance  staff  will  be  responsible  for  visitor  reception;  office 
management;  budgeting  and  variance  analysis;  providing  reports  and  analysis  based  on  the  Company’s 
performance  compared  to  the  service  level  agreements  defined  within  the  Contract;  recording  all 
financial  transactions  (cash  receipts,  cash  disbursements,  payroll  related  activity,  purchasing,  etc.); 
maintaining  a  chart  of  accounts  and  reconciling  sub-ledgers  to  ensure  the  accuracy,  completeness,  and 
consistency  of  activity  for  bank  accounts,  accounts  receivable,  accounts  payable,  fixed  assets;  and 
other  administrative  functions  as  needed.  AutoRe turn’s  General  Manager,  supported  by  the 
AutoRetum  San-Francisco-based  accounting  and  finance  staff,  will  manage  the  staff  required  to 
perform  these  job  functions.  Administrative  employees  will  receive  the  mandatory  customer  service 
training  and  any  job  function  specific  training  required,  including,  but  hot  limited  to,  training  in 
accounting  systems,  other  computer  systems,  and  accounting  compliance. 


Organization  Chart  —  Administrative  Personnel 
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III.  Resource  Staffing  Plan 


In  addition  to  management  positions  and  the  RFP  required  positions,  AutoRetum  plans  to  hire  new 
employees  to  fill  new  jobs  within  the  organization.  The  table  below  provides  a  comprehensive  list  of 
all  headcount  for  all  positions  needed  to  run  the  Chicago  operations. 

Projected  Management  and  Staff  Positions 


Functional  Area 

Location 

Title 

Quantity 

Administrative 

Lot  6 

Accounting  Analyst 

3 

Administrative 

Lot  6 

Administrative  Assistant  /  Data  Entry 

3 

Administrative 

Lots  6  &  3N 

General  Manager 

1 

Administrative 

Lot  6 

Human  Resources 

1 

Administrative 

Lot  6 

Systems  Network  and  Operations  Analyst 

1 

Administrative 

Lot  6 

Quality  Assurance  Manager  /  Administrator 
(Claims  Manager  &  Claims  Administrator) 

2 

Customer  Service  & 
Dispatch 

Lots  2  &  3S 

Customer  Service  and  Dispatch  Operations 
Manager 

1 

Customer  Service  & 
Dispatch 

Lot  6 

Customer  Service  -  Phone  Staff 

6 

Customer  Service  & 
Dispatch 

Lots  6  &  2 

Customer  Service  Representatives 

6 

Customer  Service  & 
Dispatch 

Lots  6  &  2 

Shift  Supervisor 

6 

Customer  Service  & 
Dispatch 

Lot  6 

Boot  /  Tow  Lock  Handler 

2 

Storage 

Lots  2  &  3S 

Towing  and  Storage  Operations  Manager 

1 

Storage 

Lots  6  &  3N 

Towing  and  Storage  Operations  Assistant 
Manager 

1 

Storage 

Lots 

Auto  Pound  /  Lot  Manager 

6 

Storage 

Lots 

Gate  /  Lot  Attendants 

10 

Storage 

Lots 

Front-End  Loaders  (Forklift  Operators) 

14 

Storage 

Lots 

Inventory  Control  Personnel  (Vehicle 

Cleaners  /  Data  Entry) 

6 

Total  Recmiting  Needs 

70 

Total  AutoRetum  Headcount 

70 

Note:  These  needs  have  been  determined  by  creating  staffing  schedules  to  run  a  24/7  operation. 
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IV.  AutoReturn  Job  Profiles 


To  support  the  organizational  staffing  plan,  the  Company  has  developed  job  profiles  for  all  employee 
roles.  The  positions  that  are  described  below  are  also  depicted  the  organization  charts  and  the  staffing 
plan  table  found  the  preceeding  sections,  including  the  quantity  of  staff  members  for  each  position. 


Accounting  Analyst 

This  position  applies  the  principles  of  accounting  within  assigned  areas  of  the  trial  balance  and 
performs  duties  for  various  other  financial  matters.  Some  familiarity  with  and  an  awareness  of  the 
laws  and  regulations  that  apply  to  an  accounting  function  are  required  to  ensure  compliance.  The 
Accounting  Analyst  must  possess  basic  knowledge  of  the  Company's  financial  accounting  systems. 


Administrative  Assistant  /  Data  Entry  Clerk 

The  Data  Entry  Clerk  /  Administrative  Assistant  is  responsible  for  day-to-day  data  processing.  The 
administrator  records  all  information  related  to  AutoRetum's  tow  operations  in  the  City  of  Chicago  in 
the  company  wide  database.  Continuously  updates  the  database  with  up-to-date  status  information  on 
all  vehicles  towed  by  AutoReturn.  The  Data  Entry  Clerk  /  Administrative  Assistant  is  responsible  for 
obtaining  proper  documentation  from  vehicle  owners  and  providing  the  vehicle  owner  with  a  receipt  to 
give  to  the  City  cashier  for  payment.  This  position  is  also  responsible  for  providing  administrative 
support  within  established  policies  and  procedures  for  the  department. 


General  Manager 

The  General  Manager  applies  the  basic  principles  of  personnel,  operations,  and  facilities  management 
along  with  municipal  towing  knowledge  to  all  aspects  of  the  day-to-day  operations.  The  General 
Manager  is  ultimately  responsible  for  overall  performance  of  the  Chicago  operations.  This  individual 
is  overseen  and  supported  by  the  AutoReturn  executive  management  based  in  San  Francisco.  In  turn, 
all  members  of  the  Chicago-based  management  team  report  into  the  General  Manager,  As  the  primary 
point  of  contact  for  the  City,  the  General  Manager  ensures  that  all  communications  with  City 
personnel  are  well-managed. 


Human  Resources 


The  Human  Resources  Manager  will  provide  support  and  counsel  to  management  related  to 
recruitment,  selection,  orientation,  promotions,  organizational  design,  development,  and  succession 
planning.  In  addition  this  role  will  provide  support,  counsel  and  direct  activities  related  to  policies, 
discipline,  terminations,  and  other  HR  practices  and  resolve  employee  relations  issues. 


Systems  Network  and  Operations  Analyst 

This  position  will  be  responsible  for  installing,  configuring,  troubleshooting,  and  supporting  computer 
systems  and  networking  infrastructure  (workstations,  servers,  printers,  networking  equipment,  etc.). 
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The  Systems  Network  and  Operations  Analyst  will  be  responsible  for  diagnosing  problems  and  for 
regular  network  hardware  and  software  components  as  required  per  established  project  guidelines. 
The  Systems  Network  and  Operations  Analysis  will  be  actively  supported  by  third  party  contract 
resources  as  well  as  the  centralized  AutoRetum  IT  team  that  is  based  in  San  Francisco. 


Quality  Assurance  Manager  (Claims  Manager) 

The  Quality  Assurance  Manager  provides  prompt,  cost  effective  and  efficient  examination, 
investigation  and  settlement  or  denial  of  claims  with  minor  to  moderate  exposure  by  exercising 
independent  decision-making  skills  and  judgment.  The  Quality  Assurance  Manager  is  responsible  for 
all  aspects  of  the  claims  management  including  the  supervision  of  the  Quality  Assurance 
Administrator.  Assures  all  litigation  cases  are  handled  effectively  and  cost  efficiently  until  legal 
settlements  has  been  reached  or  judgment  has  been  awarded.  The  position  reports  into  the  General 
Manager. 


Quality  Assurance  Administrator  (Claims  Administrator) 

The  Quality  Assurance  Manager  has  overall  responsibility  for  the  prompt,  cost  effective  and  efficient 
examination,  investigation  and  resolution  of  all  claims.  This  individual  must  exercise  independent 
decision-making  skills  and  judgment.  The  Quality  Assurance  Manager  is  responsible  for  all  aspects  of 
the  claims  management  operations  including  the  supervision  of  the  Quality  Assurance  Administrator. 
As  the  ultimate  point  of  contact  for  the  administration  of  claims,  the  Quality  Assurance  Manager 
ensures  that  all  litigation  cases  are  handled  effectively  and  cost  efficiently  until  legal  settlements  has 
been  reached  or  judgment  has  been  awarded. 


Customer  Service  and  Dispatch  Operations  Manager 

The  Customer  Service  and  Dispatch  (“CSD”)  Manager  provides  leadership  and  direction  to  the  CSD 
Representatives,  Shift  Supervisors,  and  Boot  Removal  Handlers.  This  team  will  collectively  support  a 
high  volume  of  walk-in  customers,  phones  calls,  and  other  requests  for  services  on  a  daily  basis.  The 
CSD  Operations  Manager  is  responsible  for  the  overall  quality  and  productivity  of  the  organization, 
including  achievement  of  all  assigned  service  level  metrics.  As  such,  this  role  has  responsibility  for 
defining  all  CDS  policies  and  procedures  and  ensuring  compliance  once  these  policies  and  procedures 
have  been  defined.  The  CSD  Operations  Manager  will  be  the  ultimate  escalation  point  for  all 
customer  service  issues  that  cannot  be  resolved  to  the  customer’s  satisfaction  by  other  members  of  the 
service  team.  The  position  reports  into  the  General  Manager. 


Customer  Service  Representative  -  Phone  &  Walk-in  Window  Service 

The  AutoRetum  Customer  Service  Representative  will  be  responsible  for  providing  excellent 
customer  service  via  telephone  or  at  one  of  AutoRetum’ s  walk-in  service  windows.  The  Customer 
Service  Representative  provides  accurate  information  pertaining  to  the  processes,  procedures,  and  fees 
of  car  towing  services.  The  Customer  Service  Representative  gathers  necessary  information  to 
document  and  resolve  problems  requiring  research  and  is  responsible  for  maintaining  knowledge  of 
department  procedures  and  policies.  When  necessary,  the  Customer  Service  Representative  provides 
feedback  and  recommendations  on  workflow  to  management. 
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Shift  Supervisor 

The  Shift  Supervisor  is  responsible  for  providing  quality  and  efficient  customer  service  through  the 
daily  management  of  a  team  including:  motivating,  problem  solving,  training,  and  coaching.  The 
Shift  Supervisor  motivates  staff  by  reinforcing  the  core  principles  of  ownership,  value,  efficiency,  and 
respect  in  the  workplace.  The  Shift  Supervisor  maintains  and  monitors  performance,  production, 
attendance  and  punctuality  records,  and  reports  problems  to  the  Customer  Service  Manager.  Shift 
Supervisors  are  expected  to  identify  process  improvements  within  the  workflow  and  suggesting 
resolutions  to  management  as  well  as  for  performing  the  same  duties  as  Customer  Service 
Representatives  as  needed. 


Boot  /  Tow  Lock  Handler 

The  Boot  /  Tow  Lock  Handler  is  responsible  for  running  daily  reports  in  order  to  determine  if  booted 
vehicles  are  eligible  for  tow  and  impound.  The  Boot  /  Tow  Lock  Handler  must  inspect  the  vehicle 
prior  to  towing  and  record/report  any  damage.  Once  the  boot  is  removed  the  Boot  /  Tow  Lock 
Handler  is  responsible  for  the  safe  storage  of  the  boot  at  the  Auto  Pound.  Finally,  the  Boot  /  Tow 
Lock  Handlers  are  responsible  for  the  required  data  entry  for  the  City’s  CANVAS  system. 


Towim*  and  Storage  Operations  Manager 

The  Towing  and  Storage  Operations  Manager  is  responsible  for  the  weekly  vehicle  auctions,  shipping, 
receiving,  and  inventory  management  operations.  This  includes  all  aspects  of  the  lot  operations 
excluding  the  customer  service  and  dispatch  operations  overseen  by  the  Customer  Service  and 
Dispatch  Operations  Manager.  As  the  primary  owner  of  the  towing,  storage,  and  disposal  operations, 
the  Towing  and  Storage  Operations  Manager  has  the  ultimate  accountability  for  the  safe  and  efficient 
handling  of  all  vehicles  towed  and  impounded  by  AutoRetum.  The  position  reports  into  the  General 
Manager. 


Towing  and  Storage  Operations  Assistant  Manager 

The  Towing  and  Storage  Operations  Assistant  Manager  is  responsible  with  assisting  and  helping  run 
the  weekly  vehicle  auctions,  shipping,  receiving,  and  inventory  management.  The  Towing  and 
Storage  Operations  Assistant  Manager  acts  as  the  preliminary  back-up  to  the  Towing  and  Storage 
Operations  Manager  and  provides  the  active  supervision  and  training  of  all  of  the  lot  management 
personnel.  This  position  reports  into  the  Towing  and  Storage  Operations  Manager. 


Auto  Pound/ Lot  Manager 

The  Auto  Pound  /  Lot  Manager  is  responsible  for  storage  and  retrieval  of  vehicles  at  the  storage  lots 
and  is  responsible  for  the  day-to-day,  24  x7  operations  of  the  facilities.  The  Auto  Pound  /  Lot 
Manager  is  the  lead  in  ensuring  that  the  AutoRetum  storage  site  personnel  handle  vehicle  retrieval  and 
disposition  of  unclaimed  vehicles  in  an  appropriate  manner.  The  Auto  Pound  /  Lot  Manager  is 
responsible  for  managing  the  Pound  staff  and  ensuring  that  policies  and  procedures  are  being  followed 
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and  employee  performance  is  as  expected  by  AutoRetum  standards.  This  positions  reports  into  the 
Towing  and  Storage  Operations  Assistant  Manager. 


Gate  / Lot  Attendants 

The  Gate  /  Lot  Attendants  primary  role  is  to  detain  vehicles  that  are  entering  and  exiting  the  lot  and 
ensuring  that  proper  documentation  is  shown  before  releasing  any  vehicles  that  have  been  impounded. 
These  individuals  ensure  that  only  authorized  personnel  with  proper  authorization  enter  the 
AutoRetum  facilities  and  follow  the  proper  protocol  before  allowing  any  other  people  in.  The  Auto 
Pound  /  Lot  Manager  or  Shift  Supervisor  must  approve  the  entry  of  any  personnel  without  proper 
documentation.  The  Gate  /  Lot  attendant  is  also  responsible  for  the  storage  of  vehicles  on  the  primary 
and  secondary  storage  lots  and  assisting  in  ensuring  that  AutoRetum  handles  vehicle  retrieval  and 
disposition  of  unclaimed  vehicles  in  a  timely  manner. 


Front-End  Loaders  (Forklift  Operators ) 

This  position  will  be  responsible  for  ensuring  the  safe  handling  of  the  vehicles  in  AutoRetum’ s  care 
and  maintaining  vigilance  in  documenting  vehicle  movement,  reporting  damage  directly  to 
management,  and  recording  with  complete  detail.  Forklift  operators  will  drive  gasoline,  propane, 
diesel,  or  electric  powered  industrial  truck  equipped  with  lifting  devices  such  as  forklift,  fork  grapple, 
and  clamps,  elevating,  to  push,  pull,  lift,  or  move  vehicles  by  performing  the  following  duties. 


Inventory  Control  Personnel  /  Data  Entry 

The  Inventory  Control  Person  is  responsible  for  preparing  detailed  inventory  reports  on  every  vehicle 
that  enters  an  AutoRetum  facility.  The  Inventory  Control  Person  documents  each  vehicle’s 
identification  details,  general  information,  and  condition  upon  arrival.  Identification  (inventory 
control)  numbers  are  assigned  to  each  vehicle  that  is  transported  to  AutoRetum  lots.  The  inventory 
personnel  assist  with  the  storage  and  retrieval  of  vehicles  on  the  primary  and  secondary  storage  lots 
and  also  prepare  vehicles  for  auction. 


Security  Officer  -  Contracted 

The  Security  Officer  is  responsible  for  enforcement  of  security  measures  at  each  AutoRetum  facility, 
The  Security  Officer  supervises  routine  patrols  at  all  facilities  and  closely  monitors  the  day-to-day 
activities  of  people  entering  and  exiting  the  pounds.  Also  acts  as  a  gate  attendant  as  needed.  The 
Security  Officer  position  is  a  contracted  position  and  the  Security  Officers  are  not  AutoRetum 
employees. 
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V.  AutoReturn  Management  Philosophy 


AutoRetum’s  management  team  maintains  an  environment  that  promotes  personal  development  and 
achievement.  The  Company’s  management  team  is  dedicated  to  treating  our  employees  fairly  and 
respectfully,  providing  good  working  conditions,  and  offering  competitive  compensation  and  benefits. 
AutoReturn  believes  in  communicating  openly  and  honestly  with  employees  about  all  aspects  of  the 
work  environment.  The  Company  is  an  equal  opportunity  employer  and  makes  employment  decisions 
on  the  basis  of  merit.  The  singular  goal  is  to  have  the  best  available  person  in  every  job.  AutoReturn 
is  also  committed  to  building  a  workforce  that  provides  opportunities  to  all  women  and  minorities. 

We  will  continuously  identify  new  ways  of  recruiting  minorities,  women,  and  other  under-employed 
groups. 

Based  on  these  principles,  AutoReturn  is  committed  to  attracting,  retaining,  motivating,  training,  and 
rewarding  the  best  possible  workforce.  The  Company  recognizes  that  to  achieve  this  goal, 
AutoRetum’s  management  team  must  lead  by  example  and  provide  a  solid  framework  of  policies  and 
procedures  to  build  the  desired  culture.  The  four  main  components  of  the  framework  that  will  enable 
AutoReturn  to  build  the  desired  culture  are  as  follows: 

I.  Clearly  defined  core  Company  values  that  are  promoted  by  management 

II.  Strong  recruiting  and  hiring  practices 

III.  Exceptional  initial  and  on-going  training  programs 

IV.  Thorough  and  insightful  performance  review  feedback  processes. 


AutoReturn  Core  Values 


AutoReturn  is  guided  by  the  following  core  values: 

■  AutoRetum’s  workplace  environment  will  foster  mutual  trust  and  respect  -  amongst  the  employees 
and  the  Company’s  customers. 

■  AutoReturn  employees  will  collaborate  to  solve  problems  for  customers  and  will  be  accountable 
for  their  actions  and  solutions. 

■  The  Company  will  appropriately  screen,  train,  provide  tools  for,  and  empower  employees  to 
provide  service  for  customers. 

■  AutoReturn  employees  will  listen  to  customers’  needs  and  respond  with  empathy,  respect,  and 
courtesy. 

■  The  Company’s  culture  will  thrive  on  diversity,  integrity,  and  a  real  desire  to  assist  customers. 

■  AutoReturn  employees  will  be  innovative  in  their  approach  to  building  and  deploying  capabilities 
to  achieve  the  Company’s  mission. 

■  AutoReturn  employees  will  maintain  an  essence  of  levity  in  the  workplace  environment  to  enable 
all  employees  to  enjoy  their  work,  their  co-workers,  and  their  tasks  at  hand. 
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VI.  AutoReturn  Training  Plan 


AutoReturn  is  committed  to  having  a  state-of-the-art  training  program.  The  Company  recognizes  that 
training  and  professional  development  of  our  staff  members  is  important  at  every  level  of  the 
organization.  By  providing  initial  new-hire  training,  as  well  as  long-term  development  of  each 
employee,  we  will  increase  employee  retention  and  satisfaction.  This  will  lead  to  better  on-the-job 
performance.  These  performance  enhancements  ultimately  lead  to  better  customer  service,  as  our  staff 
members  will  be  willing  and  able  to  do  the  best  they  can  to  assist  our  customers. 

AutoReturn  has  designed  a  curriculum  that  will  provide  training  for  new  hires,  as  well  as  on-going 
training  programs.  All  employees,  regardless  of  their  position  at  the  company,  will  receive  three  days 
of  training  on  providing  superior  customer  service.  Additionally,  employees  will  receive  training  in 
their  specific  job  functions  upon  hire.  As  an  on-going  effort  to  keep  our  staff  up-to-date  and  able  to 
assist  in  other  areas  of  the  company  as  needed,  many  staff  members  will  receive  training  in  secondary 
job  functions. 
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Initial  New  Hire  Training 

All  AutoRetum  employees  will  receive  a  two-hour  training  session  on  AutoRetum’s  business,  core 
values,  customer  service  principles,  mission,  and  a  general  orientation  to  the  company. 

All  employees  and  subcontractors  will  receive  three  days  (24  hours)  of  Customer  Service  Skills 
training,  regardless  of  their  job  role  at  AutoRetum.  These  three  days  are  composed  of  two  different 
courses,  a  one-day  Communication  and  Listening  skills  workshop  and  a  two-day  Legendary  Customer 
Service  workshop. 


Job-Specific  Training 

Most  employees  and  subcontractors  will  also  receive  job-specific  training,  including  staff  for 
Dispatch,  Customer  Service,  Storage,  and  Disposal. 


Technology  Training 

For  all  of  the  major  ARIES  application  components,  AutoRetum  provides  formal  classroom  training 
classes  in  the  use  of  the  system.  Specific  training  classes  are  provided  for  each  of  the  following 
systems  that  mission  critical  to  AutoRetum’s  operations: 

*  Automated  Dispatch  System  (“ADS”) 

■  DTS  Towing  and  Impound  Management  System  (“DTS”) 


Compliance  Training 

In  addition  to  the  functional  and  system  training  that  all  AutoRetum  employees  receive,  AutoRetum  is 
also  dedicated  to  providing  more  generalized  training  programs,  some  of  which  are  required  by  law. 
This  list  of  training  courses  includes,  but  is  not  limited  to: 

■  Supervisory  skills 

■  Safety 

■  Sexual  harassment  training 

■  Other  Human  Resources  related  training  programs 


On-going  Training 

After  initial  training,  all  employees  will  receive  twelve  (12)  hours  of  additional  training  per  calendar 
year.  This  on-going  training  and  development  will  enhance  existing  skills  as  well  as  develop  new 
skills  that  will  increase  employee  knowledge.  This  will  ultimately  lead  to  better  customer  service 
across  all  AutoRetum  job  functions. 


AutoRetum  16 

Proprietary  and  Confidential  to  AutoRetum 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


Proposal to  Chicago  Department^  ofStreels  &  Sanitation  andDepartment  qfReverme 


VII.  Recruiting  and  Hiring  Practices 


As  described  earlier  in  this  appendix,  the  Company  has  identified  70  new,  full-time  positions  to  be 
sourced  from  the  Chicago  community.  AutoRetum  plans  to  fill  these  recruiting  needs  first  and 
foremost  by  employing  individuals  who  may  become  displaced  from  any  current  towing 
subcontractor’s  staff.  The  Company  will  fill  any  open  initial  positions  and  subsequent  turnover  by 
following  an  efficient  and  effective  recruiting  process  as  outlined  in  the  following  sections. 

AutoRetum  will  leverage  our  proven  ability  to  effectively  attract,  retain,  motivate  and  reward  the 
employees  who  will  support  and  carry  out  the  operations  teams  by  fill  out  its  management  and 
operations  teams  by  recruiting  new  employees  from  Chicago.  AutoRetum  will  leverage  our  proven 
ability  to  effectively  attract,  retain,  motivate,  and  reward  the  employees  who  will  support  and  carry  out 
the  operational  plans  of  the  Company.  AutoRetum  has  a  proven  track  record  of  diversity  in  its 
workforce  and  will  continue  to  attract  and  retain  a  diverse  workforce  at  all  levels  within  the  company. 
AutoRetum  will  bring  world  class  employee  development  and  incentive  programs  to  best  align 
employees  objectives  with  the  service  standards  set  for  this  Contract. 


Recnri  ti  na  Coordin  a  to? ; 

An  HR  Consultant  will  function  as  the  Recruiting  Coordinator  who  will  facilitate  the  entire  hiring 
process.  The  Recruiting  Coordinator  will  help  review  and  prescreen  resumes,  (phone)  screen 
applicants,  refer  applicants  to  the  designated  hiring  personnel,  schedule  interviews,  send  out 
appropriate  interview  questionnaires  and  instructions  on  hiring  personnel,  and  collect  feedback  from 
interviews  and  pass  it  on  to  subsequent  interviewers  as  a  guideline  for  what  needs  to  be  focused  on  in 
each  subsequent  interview. 


Identifying  Hiring  Needs 

Providing  customer- focused,  quality  services  is  AutoRetum’ s  primary  factor  in  deciding  whether  to 
increase  the  number  of  open  positions.  AutoRetum’s  customers  include  vehicle  owners  and  auction 
attendees.  City  of  Chicago  personnel  access  AutoRetum’s  services  via  phone  and  shared  information 
tracking  systems.  Vehicle  owners  access  AutoRetum’s  services  via  the  phone,  the  walk-in  service 
center,  and  the  web.  Auction  attendees  access  AutoRetum’s  service  via  the  auction  facility. 
AutoRetum’s  goal  is  to  maintain  sufficient  staffing  levels  to  provide  the  City  of  Chicagowith 
immediate  responses  to  tow  requests,  while  also  providing  vehicle  owners  and  others  with  immediate 
links  to  information,  numerous  payment  options,  the  timely  return  of  vehicles,  and  fast  responses  to 
claims,  complaints,  and  feedback. 

Management  will  identify  hiring  needs  for  supervisory  positions  (e.g.  Lot  Managers,  Customer 
Service  Supervisors,  as  well  as  IT  and  Administrative  personnel). 

Supervisors  will  determine  hiring  needs  in  their  functional  areas  (e.g.  Lot  Personnel,  Dispatch 
Handlers,  Customer  Service  Specialists  /  Phone  /  Window  Staff,  and  part-time  consultants). 


AutoRetum 


Proprietary  and  Confidential  to  AutoRetum 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


17 


Proposal^  to  the  Chicago  Department  of  Streets  &  Sanitation  and  Department  of Revenue 


Appendix  E :  Key  Personnel  Resumes 


This  appendix  provides  the  professional  resumes  and  background  checks  for  the  AutoRetum  key 
personnel. 
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John  Wicker 

Chief  Executive  Officer ,  Co-founder  AutoReturn 

Mr.  Wicker  has  over  20  years  of  business  management  experience  in  a  wide  array  of  industries.  Mr.  Wicker 
founded  and  runs  San  Francisco  AutoReturn,  the  leading  municipal  towing  management  and  logistics 
company.  Mr.  Wicker  is  a  senior  executive  with  verifiable  year-after-year  success  achieving  revenue,  profit, 
and  business  growth  objectives  within  start-up,  turnaround,  and  rapid  changing  environments.  He  has 
extensive  experience  with  highly  engineered  systems  that  require  deep  understanding  of  critical  business 
drivers  in  multiple  markets  and  industries  and  is  highly  successful  in  building  relationships  with  upper-level 
decision  makers,  seizing  control  of  critical  problem  areas,  and  delivering  on  customer  commitments.  Mr. 
Wicker  is  customer-focused  and  performance-driven. 


Work  Experience 

Redleaf  Ventures 

As  Vice  President  of  a  $200MM  venture  fund  focused  on  early  stage  technology  companies,  Mr.  Wicker  led 
a  company  division  responsible  for  providing  strategy  and  technology  services  to  Redleaf  portfolio 
companies. 

Viant  Inc. 

As  a  Director  responsible  for  sales  of  strategy  and  technology  services  to  Fortune  500  and  venture  funded 
startup  clients,  Mr.  Wicker  was  the  top  sales  producer  in  the  company  and  led  market  expansion  efforts  in 
San  Francisco,  Los  Angeles,  Atlanta,  and  London. 

Informix  Software,  Inc, 

As  a  Consulting  Manager  for  a  leading  database  software  company,  Mr.  Wicker  was  responsible  for  the 
Internet  consulting  practice,  consisting  of  100  consultants  located  in  field  offices  nationwide. 

BSG  Consulting 

As  a  Project  Manager  for  Fortune  500  clients,  Mr.  Wicker  led  project  teams  that  drove  efficiencies  and 
business  innovation  through  the  implementation  of  technology. 

Price  Waterhouse 

As  a  Management  Consultant  for  Fortune  500  clients,  Mr.  Wicker  contributed  to  project  teams  that  drove 
efficiencies  and  business  innovation  through  the  implementation  of  technology. 


Education 

Virginia  Tech 

Bachelor  of  Science,  Computer  Science 
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John  Pendleton 

Chief  Technology  Officer ,  Co-founder  AutoReturn 

Mr.  Pendleton  is  responsible  for  the  technology  infrastructure  required  to  support  AutoReturn5  s  operations, 
including  interfaces  between  municipal  systems  and  AutoReturn  systems.  Mr.  Pendleton  has  over  20  years 
of  experience  in  information  technology  and  management  consulting.  Mr.  Pendleton  is  a  technically 
sophisticated  and  business  savvy  management  professional  who  maintains  focus  on  achieving  bottom-line 
results  while  formulating  and  implementing  advanced  technology  and  business  solutions  to  meet  a  diversity 
of  needs.  Mr.  Pendleton  has  a  superior  record  of  delivering  simultaneous  large-scale,  mission-critical 
projects  on  time  and  under  budget. 


Work  Experience 

Various  Companies 

Prior  to  AutoReturn,  Mr.  Pendleton  was  an  independent  consultant  contracted  by  numerous  business  and 
technology  firms,  including  ALZA  Corporation  and  WarpSpeed  Communications,  Inc.  Mr.  Pendleton’s 
track  record  includes  developing  and  defining  business  and  system  plans,  designing  customer  software 
systems,  and  analyzing  market  dynamics.  He  has  led  teams  responsible  for  developing  a  comprehensive, 
five-year  systems  plan  including  time  and  cost  estimates.  Mr.  Pendleton  has  driven  developmental  efforts 
from  the  requirements  definition  through  the  implementation  and  training  phases.  Mr.  Pendleton  has  been  a 
key  liaison  between  the  technical  development  and  the  user  community. 

Cambridge  Technology  Partners.  Inc. 

Mr.  Pendleton  was  a  Regional  Director  during  this  tenure  at  Cambridge  Technology  Partners.  Mr.  Pendleton 
managed  a  staff  that  was  responsible  for  building  customer-facing  systems  for  companies  in  the  high-tech, 
software,  telecommunications,  and  financial  services  industries.  Mr.  Pendleton  oversaw  the  design  of  the 
high-level  future  business  processes  for  the  sales  organization  and  the  prioritization  of  application 
functionality  based  upon  identified  goals  and  Critical  Success  Factors.  During  his  tenure,  he  was  the  leading 
architect  behind  the  development  of  a  case  and  customer  management  systems  strategy  and  road  map  for  a 
global  customer  service  division  of  a  leading  hardware  and  software  company. 

American  Management  Systems,  Inc. 

As  the  Programmer  and  Business  Analyst,  Mr.  Pendleton  was  in  charge  of  developing  and  supporting  of 
financial  management  applications  targeted  for  use  by  state  and  local  government  agencies.  Mr.  Pendleton 
managed  a  team  responsible  for  the  design  and  implementation  of  a  property  appraisal  and  tax  accounting 
system.  He  completed  and  conducted  client  training  classes  for  business  users  of  various  applications. 
While  designing  and  implementing  software  enhancements  to  packaged  applications  to  better  meet  client 
needs,  Mr.  Pendleton  worked  directly  with  clients  to  identify  requirements  and  provide  solutions. 


Education 

University  of  California  at  Berkeley.  Walter  A.  Haas  School  of  Business 
Masters  of  Business  Administration 

University  of  Virginia.  School  of  Engineering  and  Applied  Science 

Bachelor  of  Science,  Systems  Engineering  and  Management  Science,  Concentration  in  Economics 
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Raymond  £.  Krouse 

Chief  Financial  Officer ,  Co-founder  AutoReturn 

Mr.  Krouse  is  responsible  for  the  accurate  management  of  AutoReturn’ s  financial  systems,  including  fee 
tracking,  subcontractor  payments,  and  billings.  He  oversees  the  administrative  aspects  of  contracts,  including 
contract  service  level  agreement  compliance  and  many  other  administrative  functions.  He  has  an  extensive 
background  in  finance,  accounting,  and  business  planning.  Mr.  Krouse  is  accomplished  in  structuring  and 
negotiating  transactions  and  favorable  terms  with  financial  institutions.  He  is  an  excellent  leader  with  a  solid 
record  of  contributions  leading  to  improved  financial  performance,  heightened  productivity,  and  enhanced 
internal  controls. 


Work  Experience 

NBC  Internet.  Inc. 

Mr.  Krouse  was  Senior  Director  of  an  8-person  team  responsible  for  research  and  development  of  internal 
tools  to  support  operational  and  business  development  needs  at  NBC  Internet.  Mr.  Krouse  led  this  team  in 
analyzing  promotional  forms  to  identify  and  recommend  methods  to  gain  efficiency  in  television  marketing. 
In  this  capacity,  Mr.  Krouse  identified  negative  gross  margin  distribution  agreements  leading  to  termination 
of  deals  and  savings  of  $350,000  per  month. 

FlyswaL  Inc. 

Prior  to  his  position  at  NBC  Internet,  Mr.  Krouse  was  co-founder  and  CFO  of  this  San  Francisco  based 
internet  software  and  development  company.  Mr.  Krouse  created  financial  and  economic  models  to  evaluate 
alternatives  for  business  development  deals,  potential  revenue  streams,  and  the  associated  cost  structure 
impact  for  the  various  business  models.  Mr.  Krouse  implemented  and  spearheaded  a  business  plan  leading  to 
the  company  growing  from  seven  employees  to  over  60  in  one  year,  raising  $4.4  million  in  equity,  $4  million 
in  non-equity  financing  and  exiting  in  a  sale  valued  at  approximately  $120  million. 

Cooners  &  Lvbrand.  LLP 

At  Coopers  &  Lybrand,  LLP,  Mr.  Krouse  supervised  audits  of  client  financial  statements,  including  two  IPO 
experiences  raising  over  $150  million,  four  follow-on  equity  offerings  raising  over  $500  million,  and 
multiple  due  diligence/target  valuation  projects  amounting  to  over  $500  million.  Mr.  Krouse  managed  two  to 
three  projects  and  six  to  ten  associates  simultaneously  and  wrote  and  presented  reports  to  senior  client 
management  on  accounting  and  business  issues.  Mr.  Krouse  was  responsible  for  examining  clients’ 
operating  environments  and  communicating  improvement  opportunities. 


Education 

University  of  Chicago.  Graduate  School  of  Business 

MBA,  Concentration  in  Finance  and  Entrepreneurship 

University  of  Maryland 

Bachelor  of  Science,  Accounting 

Certified  Public  Accountant 

Member  of  AICPA  and  MACPA 
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Donovan  Fullard 

Vice  President  and  General  Manager ,  AutoReturn 

Mr,  Fullard  has  19  years  of  vehicle  storage  and  disposal  experience  and  currently  oversees  AutoReturn’ s 
operation  in  San  Francisco.  In  addition  to  his  management  responsibilities,  Mr.  Fullard  is  the  primary  liaison 
between  AutoReturn,  the  San  Francisco  Police  Department  and  the  Department  of  Traffic.  Mr.  Fullard  is  an 
accomplished  and  results-driven  management  executive  with  a  consistent,  documented  record  of  developing 
new  and  profitable  revenue  streams.  He  is  motivated  by  internal  standards  of  excellence  to  over-achieve 
expectations  and  exceed  all  set  goals.  Mr.  Fullard  is  highly  successful  at  driving  high-value  revenue  and 
profit  gains,  large-scale  cost  savings,  and  improved  organizational  productivity  and  performance.  Mr. 
Fullard  is  an  excellent  and  consistent  leader  with  a  talent  for  recruiting  and  developing  other  leaders  with  an 
equal  desire  to  excel  and  succeed. 


Work  Experience 

ConarL  Inc. 

As  the  General  Manager,  Mr.  Fullard  coordinated  a  staff  of  45  including  subordinate  managers,  call  center 
employees,  drivers,  and  inventory  staff  for  the  largest  storage  and  auction  facility  at  Copart.  Mr.  Fullard 
assisted  in  budget  analysis,  forecasting,  marketing,  and  tech  support.  He  was  responsible  for  conducting 
quality  assurance  audits  to  ensure  service  standards  were  maintained  as  well  as  compliance  with  DOT  and 
OSHA.  Mr.  Fullard  guided  organizational  restructuring  that  transformed  the  organization  into  cross¬ 
functional,  customer-focused  teams  that  produced  striking  increases  in  internal  efficiency  while  improving 
responsiveness  and  solutions  to  customers’  challenges. 

Insurance  Auto  Auctions,  Inc.  -  Branch  Manager 

As  a  Branch  Manager,  Mr.  Fullard  assisted  in  budget  analysis,  forecasting,  and  marketing.  He  was  also 
responsible  for  recruiting,  training,  and  evaluating  all  staff.  Mr.  Fullard  led  a  team  in  identifying  and 
correcting  critical  problems,  including  reducing  and  streamlining  overhead  expenses,  strengthening  gross 
margins,  and  overhauling  and  improving  operating  processes  and  systems. 

Insurance  Auto  Auctions,  Inc.  —  DMV  Compliance  Supervisor 

Mr,  Fullard  managed  a  diverse  group  of  employees  and  monitored  staff  productivity.  Mr.  Fullard’ s  superior 
verbal  and  written  communications  skills  supported  effective  staff  coordination  and  presentation  abilities. 
Mr.  Fullard  often  conducted  customer  training  meetings  related  to  DMV  policy  and  procedures.  During  his 
tenure,  Mr.  Fullard  created  a  comprehensive  training  manual  designed  to  educate  insurance  companies  on 
changing  DMV  policies  and  procedures.  Mr.  Fullard  served  as  a  key  liaison  to  all  Los  Angeles  and  Orange 
County  law  enforcement  agencies  and  NICB. 


Achievements 


Growth  Management  Award  recipient  (Copart  F'Y  2003) 

Awarded  for  maintaining  and  exceeding  performance  and  fiscal  expectations  during  a  year  that  brought  a 
challenge  of  25%  growth  in  business  at  one  location. 

Revenue  Generation  Award  recipient  (ConarL  FY  2001) 

Awarded  for  growing  new  revenue  by  $1 .25  million  in  revenue  over  previous  year. 
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Dan  Scanlan 

Vice  President  of  Dispatch ,  Towing  and  Quality  Assurance ,  AutoReturn 

Mr.  Scanlan  oversees  all  dispatch,  towing  and  quality  assurance  operations.  Mr.  Scanlan  was  an  employee  of 
the  California  State  Automobile  Association  (“CSAA”)  for  over  20  years.  CSAA  is  the  top-rated  regional 
club  within  the  Automotive  Association  of  America’s  (“AAA”)  national  federation.  His  responsibilities 
included  dispatch  management,  subcontractor  selection  and  management,  and  assorted  general  management 
responsibilities  Mr.  Scanlan  managed  emergency  roadside  operations  for  San  Francisco  and  Marin  Counties 
for  CSAA  from  1998  until  his  move  to  AutoReturn  in  2003.  Mr.  Scanlan  has  leveraged  his  industry 
experience  from  CSAA  to  implement  a  highly  efficient  towing  subcontractor  network  for  AutoReturn. 


Work  Experience 

CSAA  -  Regional  Manager 

As  a  Regional  Manager  at  CSAA,  Mr.  Scanlan  managed  a  diverse  group  of  employees,  monitored  staff 
productivity,  and  led  his  team  to  achieve  excellent  customer  satisfaction.  Mr.  Scanlan  interfaced 
professionally  and  communicated  effectively  with  customers,  service  writers,  and  co-workers.  Mr.  Scanlan’s 
CSAA  contract  stations  were  nominated  as  one  of  the  best  in  the  nation  receiving  multiple  awards.  Mr. 
Scanlan  oversaw  the  rollout  of  “Battery  Service,”  which  reduced  the  number  of  service  calls  for  battery 
service,  increased  customer  satisfaction,  and  assisted  the  bottom  line  as  the  batteries  were  sold  at  profit 
quickly  placing  San  Francisco  as  one  of  the  top  performing  regions  in  Northern  California  in  terms  of  battery 
sales. 

CSAA  -  Supervisor  for  Diagnostic  Clinic 

Mr.  Scanlan  performed  automotive  diagnostic  analysis,  repair,  and  maintenance  for  the  96  repair  facilities  in 
his  region.  Mr.  Scanlan  implemented  computerized  scheduling  at  San  Francisco  Diagnostic  Clinic,  a  system 
that  was  later  rolled  out  to  all  six  Northern  Califomia/Nevada  CSAA  Diagnostic  Clinics.  Diagnostic  Clinics 
were  being  operated  at  a  loss  as  an  enhancement  to  the  member  services  offered  at  that  time;  Mr.  Scanlan 
tackled  the  task  to  operate  the  clinic  which  was  facing  closure.  Mr.  Scanlan  defined  inefficiencies,  reduced 
staff,  and  adjusted  prices  in  order  to  keep  the  facility  open.  CSAA  Diagnostic  Clinic  has  maintained  their 
success  and  remains  open  despite  the  CSAA  district  office  next  door  closing. 

CSAA  -  Supervisor  for  Diagnostic  Clinic 

At  the  beginning  of  his  career,  Mr.  Scanlan  served  as  a  mechanic  at  several  different  automotive  repair 
facilities  and  dealerships.  Mr.  Scanlan  accurately  assessed  problems  and  needs  to  provide  adequate 
information  and  advice  for  customer  decision-making.  Mr.  Scanlan  was  trained  and  certified  in  all 
technician  specific  courses  and  maintains  an  up-to-date  working  knowledge. 


Education 

Oregon  Institute  of  Technoloev 
Bachelor  of  Science,  Automotive  Technologies 
ASE  Certified  Master  Automotive  Technician 
Licensed  Smog  System  Installer  and  Technician 
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Sarah  Figueroa 

Human  Resources  Manager,  AutoReturn 

Sarah  is  responsible  for  all  human  resources  aspects  of  AutoReturn’ s  operations.  Ms.  Figueroa  has  over  nine 
years  of  human  resources  experience.  She  holds  a  MBA  in  Human  Resources  Management  from  Golden 
Gate  University  and  a  BS  in  Business  Management.  Prior  to  AutoReturn,  Sarah  worked  for  The  Fanfare 
Group  in  Mountain  View,  CA  managing  recruiting,  benefits,  new  hires  and  coordination  of  European 
expansion.  Ms.  Figueroa  is  a  professional  with  experience  working  in  fast-  paced  environments  that  demand 
strong  organizational,  technical  and  interpersonal  skills.  Sarah  is  fluent  in  English  and  Spanish,  spoken  and 
written. 


Work  Experiences 

The  Fanfare  Group  --  HR  Manager 

As  the  Human  Resources  Manager,  Sarah  was  responsible  for  managing  all  of  the  day-to-day  human 
resources  operations  including  employee  benefits,  hires,  terminations,  and  recruiting  and  applicant  screening. 
During  her  tenure  at  The  Fanfare  Group,  Ms.  Figueroa  assisted  the  coordination  of  the  company’s  expansion 
to  the  United  Kingdom  and  led  a  company-wide  project  to  update  outdated  company  policies  and  procedures. 

Sanmina -SCI  —  Sr.  .HR  Representative 

As  the  Senior  Human  Resources  Representative  at  Sanmina,  Sarah  managed  the  recruitment,  new  hire  and 
termination  processes.  She  was  responsible  for  maintaining  EEO  Analysis  files  for  Affirmative  Action  Plan 
compliance  and  was  responsible  for  the  overall  new  hire  orientation  process.  Ms.  Figueroa  performed  a  plant 
wide  adverse  impact  study  on  terminations  to  determine  the  company’s  legal  compliance. 

CTB/McGraw-Hill  Company  -  Human  Resources  Coordinator 

As  a  Human  Resources  Coordinator  at  CTB/McGraw-Hill  Company,  Ms.  Figueroa  was  responsible  for  new 
employee  orientation  and  staff  training,  developed  company-wide  organization  charts  and  maintained 
employee  personnel  files. 


Education 

Golden  Gate  University 

Masters  of  Business  Administration,  Human  Resources  Management 
Masters  of  Business  Administration,  Business  Management 
University  of  Phoenix 
Bachelor  of  Science,  Business  Management 
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Appendix  F:  Roll-out  Plan 
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1.  Roll-out  Plan 


1.1  Operations  Functional  Overview 

As  fully  described  in  Appendix  K:AutoRetum  Business  Process  Overview,  the  Company  understands 
the  complexities  of  running  the  operations  required  by  the  Contract  for  the  City  of  Chicago.  Very 
simply,  after  a  vehicle  is  towed  and  stored,  it  is  either  returned  or  it  is  disposed.  At  the  highest  level, 
this  business  can  be  broken  down  into  the  following  six  major  categories: 


AutoReturn  -  Operational  Categories 


Return 


Storage 


Quality 

Assurance 


Towing 


Support 

Functions 


Disposal 


*  Towing  includes  call  taking,  electronic  tow  request,  dispatch  management,  towing  operations, 
towing  subcontractor  management,  and  administration  of  all  required  staff,  processes,  technologies 
and  equipment. 

*  Storage  includes  management  of  various  storage  facilities,  all  intra-facility  movement  of  vehicles, 
and  administration  of  all  required  staff,  processes,  technologies,  and  equipment. 

■  Return  or  vehicle  release  processing,  is  the  process  whereby  customers  retrieve  their  vehicles,  and 
includes  administration  of  all  required  staff,  processes,  technologies,  and  equipment. 

■  Quality  Assurance  includes  minimizing  damage  and  lost/stolen  property,  managing  claims  from 
customers,  identifying  areas  of  improvement,  maintaining  a  safe  work  environment,  and 
administration  of  all  required  staff,  processes,  technologies,  and  equipment. 

*  Disposal  includes  the  lien  sale  process,  vehicle  auctions,  and  removal  of  scrap  vehicles  and 
vehicles  that  do  not  sell  at  auction,  and  administration  of  all  required  staff,  processes,  technologies, 
and  equipment. 
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■  Support  Functions  include  the  following: 
Information  Technology 
Reporting 

Finance  and  Administration 
Human  Resources 
Facilities  and  Equipment 
Transition  Planning 
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1 .2  AutoReturn  Service  Components  and  Capabilities  Overview 


AutoRetum  has  at  its  disposal  the  people  with  the  experience  and  the  infrastructure  with  the 
appropriate  systems,  policies  and  procedures  to  offer  a  wide  range  of  services  that  effectively  address 
the  six  major  functional  needs  of  this  type  of  operation.  The  figure  below  provides  a  summary  of 
these  product  offerings  that  are  unmatched  in  the  municipal  towing  management  industry: 


AutoReturn  Product  and  Service  “Menu” 
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1 .3  Transition  Planning 

AutoRetum  has  experience  related  to  developing  and  implementing  comprehensive  transition  plans  for 
a  seamless  changeover  of  the  towing,  storage,  and  disposal  operations  that  will  minimize  disruption  to 
the  City,  customers,  and  the  organizations  that  currently  perform  towing,  storage,  and  disposal 
operations  (“Current  Operators”).  Our  commitment  is  to  make  the  transition  from  the  Current 
Operators  to  AutoRetum  as  smooth,  trouble-free,  and  efficient  as  possible.  AutoRetum  is  confident  in 
its  ability  to  execute  this  transition  plan  and  assume  the  responsibilities  of  the  Contract,  while  ensuring 
that  none  of  the  required  services  to  the  City  are  disrupted  in  any  meaningful  way. 

As  clearly  demonstrated  in  the  main  proposal  document  and  the  related  appendices,  AutoRetum  has 
already  laid  much  of  the  groundwork  and  made  the  plans  necessary  to  commence  operations. 
AutoRetum  provides  the  following  characteristics  to  ensure  a  smooth  transition: 

•  Proven  experience  in  deploying  a  centralized  towing  management  and  logistics  model 

•  Experienced  “transition”  team  to  augment  the  Chicago  operations  team 

•  Demonstrated  experience  of  successful  projects  of  similar  scope 

Upon  being  selected  as  the  preferred  bidder,  AutoRetum  expects  developing  and  negotiating  the 
Contract  agreement  with  the  City  to  take  approximately  45  days  (AutoRetum  understands  that  this 
may  take  more  or  less  time  depending  on  the  City’s  needs,  processes,  and  timeline).  AutoRetum  plans 
to  begin  activities  related  to  the  transition  during  the  contract  development  period  so  that  many  critical 
tasks  can  be  completed  prior  to  the  finalization  of  the  Contract.  The  Company’s  intent  is  to  complete 
as  many  critical  activities  as  can  be  completed  even  before  the  final  Contract  agreement  is  executed. 

Once  the  Contract  has  been  fully  executed,  AutoRetum  will  be  thoroughly  prepared  to  effectively 
manage  the  process  of  an  orderly  transition  from  the  Current  Operators  to  AutoRetum’s  improved 
model  for  the  towing,  storage,  and  disposal  operations.  AutoRetum  has  developed  various 
frameworks  and  structures  to  help  alleviate  any  potential  negative  impact  that  this  transition  could 
have  on  the  Current  Operators.  These  frameworks  will  require  negotiation  and  individual  attention  to 
each  of  the  Current  Operators.  The  length  of  this  transition  period  can  be  defined  collaboratively  with 
the  City  during  and  after  contract  negotiations.  At  the  end  of  the  transition  period,  all  of  the 
operational  and  administrative  facilities  and  processes  will  be  firmly  in  place  and  AutoRetum  will  take 
over  100%  of  the  contract  operations. 

The  following  points  will  address  each  of  the  following  key  topic  areas: 

1 .  Demonstrate  AutoRetum’s  understanding  of  the  transition  process 

2.  Demonstrate  AutoRetum’s  capability  to  perform  the  transition  from  the  Current  Operators 

3.  Plan  for  disposition  of  any  vehicles  towed  or  stored  by  the  Current  Operators 

4.  Proposal  for  division  of  the  fees  between  AutoRetum  and  the  Current  Operators  upon  the  sale 
of  vehicles  held  by  the  Current  Operator 

AutoRetum  understands  that  the  new  Contract  with  the  City  must  be  fully  executed  before  AutoRetum 
can  launch  activities  in  many  key  operational  areas;  however,  certain  activities  may  be  started  earlier 
to  utilize  the  time  that  AutoRetum  assumes  will  be  available  during  the  time  it  takes  to  perform  the 
following: 

■  Once  the  City  has  accepted  the  towing  management  and  logistics  proposals,  the  selection  period 
will  take  time  and  be  driven  by  the  City’s  needs  and  timeline  (AutoRetum  has  assumed 
approximately  30  days,  but  understands  that  this  period  may  be  shorter  or  longer  depending  on  the 
City’s  needs  and  timeline). 
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•  Once  the  City  selects  the  preferred  proposer,  the  contract  negotiation  period  will  take  time  and  be 
driven  by  the  City’s  needs  and  timeline  (AutoRetum  has  assumed  approximately  45  days,  but 
understands  that  this  period  may  be  shorter  or  longer  depending  on  the  City’s  needs  and  timeline). 

*  The  Current  Operators  will  be  expected  to  continue  providing  the  Contract  towing,  storage,  and 
disposal  services  during  the  transition  period  once  the  new  Contract  is  executed  with  AutoRetum. 
AutoRetum  is  expected  to  complete  all  preparations  for  commencing  the  necessary  operations  to 
deliver  the  Contract  services  during  and  by  the  end  of  the  transition  period.  AutoRetum  expects  to 
begin  many  of  the  activities  to  prepare  for  its  operations  much  earlier  during  the  contract 
negotiations  period. 

“  On  the  first  day  after  the  end  of  the  transition  period,  AutoRetum  will  take  over  100%  of  the 
Contract  services.  As  such,  AutoRetum  will  take  all  reasonable  steps  to  prepare  for  the  operations 
to  be  completely  functional  on  the  transition  timeline  set  during  contract  negotiations  between  the 
City  and  AutoRetum. 

■  With  the  exception  of  the  preparation  activities  for  any  Current  Operators  facilities  that  will 

continue  to  be  used  by  AutoRetum,  the  transition  work  can  be  conducted  with  minimal  interaction 
with  or  impact  to  the  City’s  Current  Operators.  AutoRetum  will  make  every  effort  to  work  closely 
with  the  City  and  the  Current  Operators  to  coordinate  the  work  necessary  on  the  various  physical 
facilities. 


1.3.1  Transition  Planning  Alternatives  and  Overcoming  Obstacles 

AutoRetum  recognizes  that  the  City  may  have  different  expectations  for  how  the  transition  between 
the  Current  Operators  shall  be  structured  and  there  will  likely  be  obstacles  to  overcome.  The 
Company  is  fully  committed  to  working  with  the  City  to  better  understand  the  City’s  preferences  and 
needs  for  the  transition.  AutoRetum  is  willing  to  entertain  adjustments  to  the  timeline.  During  the 
contract  negotiations  period  (or  even  earlier),  AutoRetum  would  like  to  enter  into  a  dialogue  with  the 
City  to  better  understand  the  City’s  expectations  and  requirements  regarding  the  transition.  Based  on 
these  discussions,  AutoRetum  will  adjust  any  of  the  above  assumptions  if  appropriate,  establish  any 
new  assumptions  as  necessary,  and  define  a  revised  transition  plan  that  addresses  all  of  the  critical 
needs  of  the  City  for  the  transition.  The  revised  transition  plan  would  be  presented  to  the  City  for 
feedback  and  approval  prior  to  the  completion  of  the  contract  negotiations. 

Overall,  we  have  grouped  the  transition  plan  into  the  following  main  activities: 

■  General  Tasks 

*  Dispatch  and  Towing 

*  Customer  Service 

*  Vehicle  Storage  and  Security 

*  Vehicle  Disposal 

*  Finance  and  Accounting 

*  Human  Resources 

■  Information  T echnology  -  Applications 
-  Information  Technology  -  Hardware 

*  Facilities 
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1.3.2  General  Tasks 

The  General  Manager  will  be  responsible  for  overseeing  the  Company’s  efforts  to  prepare  and  launch 
the  contract  operations.  This  will  include  managing  the  transition  team,  chairing  and  overseeing  the 
contract  negotiations  effort  with  the  City,  and  managing  AutoRetum’s  relationship  with  the  City  and 
other  key  constituents.  These  general  tasks  described  below  provide  the  structure  and  the  policies  and 
procedures  that  will  be  utilized  to  start-up  the  operations,  maintain  quality  control,  and  provide  project 
management. 

Contract  Negotiations  Period 

Significant  tasks  to  be  completed  during  the  contract  negotiations  period  include: 

■  Negotiate  Contract  with  the  City 

■  Finalize  the  development  of  a  formal  policies  and  procedures  manual 

*  Tailor  an  already  existing  tool  (“Launch  Template”)  to  the  specific  needs  of  Chicago  that  will  help 
the  Company  maintain  a  structure  for  getting  operationally  ready  to  launch.  The  Launch  Template 
that  has  been  developed  for  post-award  implementation  of  AutoRetum’s  operations  is  essentially  a 
check  list  of  items  that  is  very  detailed  across  all  functional  areas  of  the  organization.  The  Launch 
Template  is  used  by  identifying  the  items  that  are  relevant  to  Chicago  and  then  addressing  each 
one  by  assigning  deadlines  and  owners  who  will  be  held  accountable  for  the  tasks. 

•  In  addition  to  the  Launch  Template,  AutoRetum  has  developed  an  internal  library  of  information 
that  is  stored  in  a  common  area  known  as  the  “KnowledgeCenter”.  The  information  within  this 
KnowledgeCenter  will  be  made  available  through  links  on  the  Launch  Template  to  expedite 
training  and  the  dissemination  of  information. 

1 .3.3  Dispatch  And  Towing  Preparation 

Dan  Scanlan  will  manage  and  oversee  activities  related  to  towing  and  dispatch  operations.  Other  key 
activities  include  finalizing  the  contracts  and  operational  plans  with  our  towing  subcontractors; 
purchasing  the  requisite  equipment;  finalizing  the  towing  rotation  and  schedule;  defining  detailed 
dispatch  and  towing  procedures;  and  recruiting,  hiring,  and  training  dispatch  staff. 

Contract  Negotiation^  Period 

Significant  tasks  to  be  completed  during  the  contract  negotiations  period  include: 

■  Define  detailed  dispatch  /  towing  procedures 

■  Begin  towing  network  preparations 

Transition  Period 

Significant  tasks  to  be  completed  during  the  transition  period  include: 

■  Finalize  towing  network  preparations 

■  Recruit/hire/train  dispatch  and  towing  management  staff 

■  Implement  Nextel  radio  communications 
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1 .3.4  Customer  Service  Preparation 

The  General  Manager  will  manage  and  oversee  all  aspects  of  preparing  AutoRe  turn’s  customer  service 
organization.  These  activities  will  include  finalizing  all  customer  service  procedures;  finalizing  the 
staffing  needs  and  schedule;  recruiting,  hiring,  and  training  customer  service  representatives;  and 
assisting  in  the  deployment  of  AutoRetum’s  service-related  technology  applications  and  systems. 

Contract  Negotiations  Period 

Significant  tasks  to  be  completed  during  the  contract  negotiations  period  include: 

■  Finalize  Contract  with  language  translation  service  provider 

■  Define  detailed  customer  service  procedures 

Transition  Period 

Significant  tasks  to  be  completed  during  the  transition  period  include  recruiting,  hiring  and  training  the 
customer  service  staff. 


1 .3.5  Vehicle  Storage  and  Security  Preparation 

Donovan  Fullard  will  be  responsible  for  ensuring  that  all  processes,  equipment,  security  measures  and 
facilities  are  in-place  and  ready  to  efficiently  store  towed  vehicles.  These  activities  include  finalizing 
the  vehicle  storage  plans  and  configurations;  finalizing  the  storage  facilities  plan;  implementing  the 
vehicle  storage  retrieval  procedures;  acquiring  storage  operations  equipment;  and  recruiting,  hiring, 
and  training  storage  and  disposal  operations  personnel. 

Contract  Negotiations  Period 

Significant  tasks  to  be  completed  during  the  contract  negotiations  period  include: 

■  Finalize  storage  plan  and  procedures 

•  Finalize  police  hold  plans  and  procedures 

■  Finalize  security  post  procedures 

Transition  Period 

Significant  tasks  to  be  completed  during  the  transition  period  include: 

■  Acquire  storage  operations  equipment 

■  Recruit  /  hire  /  train  storage  facility  staff 

■  Implement  storage  procedures 

■  Implement  security  processes  with  third-party  vendor 


1 .3 .6  Vehicle  Disposal  Preparation 

Donovan  Fullard  will  work  closely  with  key  representatives  from  the  various  dismantling 
organizations  in  the  Chicago  area  to  implement  AutoRetum’s  vehicle  disposal  plans.  This  will  include 
finalizing  auction  procedures,  and  finalizing  vehicle  scrap  procedures. 
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Contract  Negotiations  Period 

Significant  tasks  to  be  completed  during  the  contract  negotiations  period  include: 

■  Prepare  for  vehicle  auctions 

■  Prepare  for  scrap  vehicle  disposal 

Transition  Period 

Significant  tasks  to  be  completed  during  the  transition  period  include: 

■  Acquire  disposal  operations  equipment 

■  Recruit  /  hire  /  train  storage  facility  staff  (combined  activity  with  storage  operations) 

■  Implement  disposal  procedures 


1.3.7  Finance  &  Accounting  Preparation 

Ray  Krouse  will  oversee  all  finance  and  accounting  systems  preparation.  This  will  include  finalizing 
any  necessary  performance  bonds  with  the  City;  finalizing  equipment  lease  and/or  purchase 
agreements;  implementing  the  accounting  systems  and  procedures;  finalizing  the  accounting  policies 
and  procedures;  and  recruiting,  hiring,  and  training  accounting  staff. 

Contract  Negotiations  Period 

Significant  tasks  to  be  completed  during  the  contract  negotiations  period  include: 

■  Finalize  accounting  system  implementation 

■  Finalize  finance  and  accounting  policies  and  procedures 

Transition  Period 

Significant  tasks  to  be  completed  during  the  transition  period  include: 

■  Finalize  financing  and  other  risk  management  arrangements 

■  Establish  finance  and  accounting  team 

1.3.8  Human  Resources  Preparation 

Sarah  Figueroa  will  finalize  and  implement  all  aspects  of  AutoRetum’s  human  resources  operations, 
including  finalizing  the  company  policies  and  procedures  manual;  finalizing  employee  compensation 
and  benefits  packages;  finalizing  payroll  procedures;  and  establishing  employee  review  processes. 

Contract  Negotiations  Period 

Significant  tasks  to  be  completed  during  the  contract  negotiations  period  include: 

■  Finalize  employee  compensation  plan 

■  Establish  benefits  plans  and  procedures 

■  Establish  payroll  procedures 
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■  Establish  employee  review  processes 
Transition  Period 

Significant  tasks  to  be  completed  during  the  transition  period  include: 

■  Maintain  benefits  plan  and  procedures 

■  Maintain  payroll  procedures 

*  Maintain  employee  review  process 


1.3.9  Applications  Systems  Preparation 

John  Pendleton  will  work  closely  with  the  company’s  key  application  providers,  systems  consulting 
partners,  and  other  technology  solutions  providers  to  implement  the  ARIES  system,  along  with 
AutoRetum’s  other  information  systems  to  support  its  operations.  These  efforts  will  consist  of 
recruiting,  hiring,  and  training  the  IT  team;  finalizing  the  deployment  of  ARIES;  developing 
integration  components  with  the  City’s  systems;  and  finalizing  and  deploying  the  AutoRetum  Chicago 
website. 

Contract  Negotiations  Period 

Significant  tasks  to  be  completed  during  the  contract  negotiations  period  include: 

■  Establish  Chicago  IT  Team 

■  Finalize  Design  of  AutoRetum  Chicago  Web  Site 

Transition  Period 

Significant  tasks  to  be  completed  during  the  transition  period  include: 

■  Conversion  of  Current  Operators’  system  data  into  ARIES,  if  necessary 

■  Deployment  of  GPS  /  Messaging  /  ARIES  Integrated  Solution 
•  Deployment  of  AutoRetum  Chicago  website 


1.3.10  Hardware  Systems  Preparation 

John  Pendleton,  will  work  closely  with  the  company’s  key  application  providers,  systems  consulting 
partners,  and  other  technology  solutions  providers  to  build  out  AutoRetum’s  telephone  system, 
installation  and  configuration  of  all  the  required  computer  hardware,  establishing  the  required  data 
centers,  and  preparing  the  company’s  networking  infrastructure.  The  related  detailed  activities  include 
preparing  and  reconfiguring  the  data/network  center  and  components;  purchasing  and  installing 
network  servers,  routers,  and  cables;  purchasing  and  installing  workstations  and  printers;  and  building, 
installing,  and  testing  the  Inter-Tel  telephony  solution. 

Contract  Negotiations  Period 

Significant  tasks  to  be  completed  during  the  contract  negotiations  period  include: 

■  Finalize  AutoRetum  Multi-Site  IT  Infrastructure  Design 
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•  Prepare  DTS  Data  Center  Environment 

*  Finalize  design  of  telephone  solution 


Transition  Period 

Significant  tasks  to  be  completed  during  the  transition  period  include: 

■  Prepare  all  data  /  network  centers 

■  Prepare  client  /  desktop  hardware 

1.3.11  Facilities  Preparation 

AutoRetum’s  entire  transition  team  will  work  together  to  ensure  the  completion  of  all  work  necessary 
to  upgrade  and  configure  the  towing,  storage,  and  disposal  facilities  to  meet  AutoRetum’s  and  the 
City’s  needs.  This  includes  finalizing  the  AutoRetum  offices  layout,  furniture,  and  equipment  needs; 
finalizing  the  storage  facilities  reconfiguration;  and  making  upgrades  to  the  customer  service  centers. 

Contract  Negotiations  Period 

Significant  tasks  to  be  completed  during  the  contract  negotiations  period  include: 

■  Site  visits  to  prepare  for  transition 

■  Finalize  lot  security  procedures,  resources,  and  systems 

■  Finalize  each  location’s  customer  service  center  plan 

Transition  Period 

Significant  tasks  to  be  completed  during  the  transition  period  include: 

•  Security  systems  and  equipment  preparation 

■  Acquire  office  furniture  and  equipment 
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Appendix  G:  Facilities  Plan 


Overview 

AutoRetum  has  experience  converting  new  and  existing  locations  into  safe,  secure,  efficient  municipal 
impound  facilities.  We  recognize  that  all  vehicle  storage  facilities  are  not  all  constructed  in  the  same 
manner,  and  that  some  adaptations  must  be  made  dependent  on  factors  such  as  services  required  by  the 
City,  storage  capacity,  zoning  laws,  environmental  laws  and  conditions.  For  the  purpose  of  this 
proposal,  the  infrastructure  of  each  facility  will  be  designed  to  perform  the  following  functions: 

■  Tow  Dispatch 

*  Vehicle  acceptance 

■  Vehicle  storage 

■  Customer  service  /  vehicle  retrieval 

■  Unclaimed  vehicle  auctions 

■  Vehicle  disposal  /  shipping 

■  Administrative  accounting  functions 
Offices 

Each  storage  facility  will  contain  an  office  staffed  and  equipped  to  provide  tow  vehicle  information 
and  look-up  functionality,  secure  payment  and  vehicle  retrieval  processing,  inventory  management 
functionality,  and  claims  initiation. 

Tow  vehicle  information  will  be  accessible  through  ARIES,  allowing  AutoRetum  employees  to 
provide  information  to  walk-in  and  phone  customers  regarding  release  procedures,  fees  due,  as  well  as 
auction  or  disposal  status.  ARIES  allows  its  users  to  search  for  vehicle  info  through  a  variety  of  search 
criteria  including,  but  not  limited  to  license  plate,  VIN,  make,  model,  color,  tow  location  and  date. 

Vehicle  Storage 

The  vehicle  storage  area  will  be  situated  at  each  facility  in  a  manner  that  complies  with  state  local 
laws,  maximizes  safety  and  restricts  free  access  by  customers,  towing  subcontractors,  and  other  non- 
authorized  visitors.  We  accomplish  this  by  situating  high  traffic  functional  areas  such  as  the  Vehicle 
Drop-off,  and  Pick-up  Areas  so  that  they  are  not  adjacent  to  general  storage  population. 

Vehicle  Pick- up  Area 

The  lot  is  configured  with  an  area  to  allow  safe  staging  and  removal  of  outbound  vehicles.  These 
vehicles  are  Released  Tow  vehicles,  Transfers,  or  Auction  Purchases,  and  can  be  removed  under  their 
own  power,  or  via  transport  vehicles.  AutoRetum  will  design  the  vehicle  pick-up  area  with  respect  to 
employee  and  customer  safety,  as  well  as  efficient  traffic  flow. 

Auction  Area 

AutoRetum  allocates  an  area  of  the  facility  for  conducting  the  auction  of  unclaimed  vehicles.  This  area 
is  designed  with  a  focus  on  the  safety  and  security  of  auction  attendees  and  stored  vehicles.  Vehicles 
designated  for  auction  are  staged  for  inspection  and  subsequent  bidding  by  prospective  buyers  on  the 
scheduled  auction  day.  Upon  the  completion  of  the  auction  sales  transaction,  the  vehicles  are  moved  to 
the  vehicle  pick-up  area. 
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Appendix  H:  Inventory  Management 


Overview 


Each  facility  uses  our  industry  best  practices  for  vehicle  storage  efficiency,  inventory  tracking,  and 
security  to  ensure  their  rapid  return  to  the  owner.  The  purpose  of  this  section  is  to  explain  our  approach 
to  promoting  safety,  mitigating  claims,  and  capturing  vital  data  through  effective  inventory 
management.  All  of  our  policies  and  procedures  will  be  adapted  as  needed  to  comply  with  local  laws, 
regulations  and  business  needs  in  Chicago. 


Vehicle  In-take 

After  a  vehicle  is  unloaded,  an  inventory  and  condition  report  is  taken  by  an  AutoRetum  Storage 
Specialist  for  entry  into  ARIES.  AutoRetum  adds  temporary  barcode  stickers  to  each  vehicle  in  order 
to  implement  its  barcode  tracking  system  which  allows  employees  and  designated  city  representatives’ 
real-time  access  to  data  regarding  the  current  status  of  stored  vehicles  via  handheld  devices. 

The  information  collected  includes  the  following: 

■  Vehicle  Year,  Make,  and  Model 

■  Vehicle  Color 

■  Vehicle  Condition  -  Notable  damage  and  general  condition 

■  License  Plate  Number  (if  applicable) 

■  Vehicle  Identification  Number  (VIN),  Hull,  or  Serial  Number  (if  applicable) 

■  Engine  Number  (Motorcycles  Only) 

*  Radio  or  other  applicable  audio  component  (Yes  or  No) 

■  Keys  (Yes  or  No) 

■  Visible  personal  property  contents 
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Inventory  Management  and  Control 

All  vehicles  are  stored  in  an  organized  manner  to  maximize  storage  space  and  ensure  safe  vehicle 
movement  throughout  the  facility.  AutoRetum  uses  a  storage  grid  system  to  record  and  track  the 
location  of  each  vehicle  stored. 

The  storage  facilities  are  managed  to  meet  the  following  guidelines: 

■  No  more  than  4  vehicles  need  to  be  moved  in  order  to  retrieve  another  vehicle. 

■  2  feet  of  clearance  is  maintained  between  the  sides  of  stored  vehicles. 

■  Vehicle  spacing  and  access  lanes  comply  with  state  and  local  fire  codes. 

Each  vehicle  is  marked  with  its  corresponding  tracking  identification  number  and  barcode  sticker 
to  allow  accurate  inventory  tracking  and  real-time  data  retrieval  via  ARIES  workstations  or 
handheld  devices.  These  markings  are  temporary  and  do  not  cause  any  damage  to  the  vehicles. 

•  Storage  facility  personnel  are  trained  to  comply  with  all  city,  state,  and  federal  codes  of  safety 
regulations  at  all  times. 

*  Storage  facilities  are  clean  and  maintained  at  all  times.  AutoRetum  complies  with  all  applicable 
state  and  local  environmental  regulations  as  they  relate  to  the  waste  byproducts  of  vehicle 
condition  and  storage. 


General  Inventory 

Storage  vehicles  are  segregated  by  the  following  categories  to  maximize  capacity,  movement 
efficiency  and  ensure  organizational  uniformity  of  the  lot. 

■  Motorcycles 

■  Standard  Passenger  Vehicles 

■  Large  Commercial  Vehicles,  Boats  and  RV’s 

■  Extensively  Damaged  Vehicles  (must  be  lifted  completely  off  the  ground  for  movement) 
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Appendix  I :  Security  and  Personal  Property 


Overview 

AutoRetum  is  committed  to  ensuring  that  all  vehicles  and  the  property  contained  within  are  kept 
secure  and  intact.  We  understand  the  importance  of  protecting  all  vehicles  in  our  possession. 
AutoRetum’ s  operations  are  built  around  ensuring  the  security  and  safety  of  its  employees,  stored 
vehicles,  vehicle  contents,  and  the  physical  and  personal  property  at  its  locations.  With  this  in  mind, 
AutoRetum  employs  a  professional  security  company  to  augment  its  staff  in  securing  the  storage  lots 
and  vehicles.  Employees  and  the  security  company  staff  are  trained  in  OSHA  safety  procedures  as  well 
as  procedures  for  ensuring  the  safekeeping  of  the  lots  and  vehicles.  This  document  contains  the 
procedures  for  our  Facility  Security.  In  addition,  it  addresses  our  plan  for  customers’  Personal 
Property  with  regards  to  securing  and  recording  inventory  (if  necessary)  of  vehicle  contents. 


Facility  Security 

AutoRetum’ s  first  line  of  defense  is  our  fence  perimeter.  All  portions  of  the  fence  line  that  face 
outward  towards  publicly  accessible  property  are  lined  by  an  eight-foot  high  solid  panel,  steel  fence. 
On  top  of  the  eight-foot  solid  panel  fence,  there  is  an  additional  four  feet  of  chain  link  fence  that  is 
topped  by  barbed  wire.  On  the  inside  of  the  chain  link  fence,  so  that  it  is  not  accessible  to  the  public, 
coiled  razor  wire  has  been  attached  to  the  fence  to  maximize  the  security  protection  that  the  fence 
provides.  Additionally  all  of  the  gates  exiting  the  property  are  heavy  duty  chain-link  gates  with  secure 
locking  mechanisms. 

Proper  lighting  is  also  essential  to  ensuring  security  and  safety.  A  well-lit  storage  facility  reduces 
accidents,  damage,  theft,  and  increases  employee  safety.  AutoRetum’ s  facility  will  be  well  lit  around 
the  perimeter  and  within  the  boundaries  of  the  property,  including  outdoor  storage  spaces.  Adequate 
distribution  of  light  throughout  the  property  (aisles,  passageways,  stored  vehicles,  buildings  and  fence 
line)  is  a  key  element  in  deterring  would-be  burglars,  as  well  as  providing  high  quality  video 
surveillance  in  reduced  light  conditions.  Lighting  fixtures  will  be  checked  nightly  to  insure  that  they 
are  functioning  properly.  When  necessary,  units  will  be  replaced,  re-lamped,  repaired,  or  cleaned  to 
maintain  functionality. 

In  addition  to  the  physical  elements  of  security,  AutoRetum  knows  the  importance  of  having  staff  on¬ 
site  to  monitor  and  actively  ensure  safety  and  security.  AutoRetum  security  staff  is  comprised  of 
employees  performing  general  security  duties  in  the  course  of  their  daily  functions,  augmented  by  a 
subcontracted  security  firm.  The  security  firm  will  provide  professional  security  staff  for  the  Auto 
Pound  facilities.  The  storage  staff  and  security  personnel  are  responsible  for  the  efficient,  effective, 
and  safe  storage  and  retrieval  of  vehicles  and  other  property  on  the  lots. 


Video  Surveillance 


As  introduced  in  Section  VI.A.g.l,  all  AutoRetum  storage  facilities  are  equipped  with  a  24  /  7  video 
surveillance  system,  which  can  be  accessed  via  the  internet  by  authorized  personnel  and  City 
employees.  Four  to  six  video  cameras  are  dedicated  to  the  designated  entrance  and  exit  points  in  order 
to  capture  vehicle  condition,  to  monitor  towing  methods  as  they  arrive  and  other  activities  of  interest. 
The  cameras  are  strategically  mounted  to  capture  images  of  each  vehicle  at  different  angles  as  they 
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pass  through  the  gates.  The  remaining  cameras  record  images  from  specific  areas  that  will  be  stored  on 
DVR’s  for  a  period  of  up  to  six  months,  or  a  reasonable  time  that  is  agreed  upon  by  the  City  and 
AutoRetum.  Upon  identification  of  a  specific  event,  video  footage  for  specific  dates  and  times  can  be 
retrieved,  saved,  and  stored  indefinitely. 


A  utoRetum  Internal  Security 

AutoRetum  staff  comprises  one  portion  of  the  people  element  in  securing  the  property,  vehicles, 
vehicle  content,  and  ensuring  the  safety  of  fellow  employees.  All  Storage  Specialists  are  trained 
during  annual  Safety  classes  in  procedures  and  guidelines.  This  training  includes  (in  addition  to 
OSHA  and  hazardous  materials  handling)  the  following: 

■  Customer  invoice  verification 

*  Driver’s  License  verification 

*  Monitoring  of  entrances/exits  to  storage  lots 

*  Monitoring  and  verification  of  right-to-access  of  persons  on  storage  lots  (only  a  person  listed  on  a 
PAID  invoices  or  an  impound  pass  are  allowed  in  storage  area) 

"  Monitoring  of  property  removal  by  authorized  customers  (only  items  unattached  to  the  vehicle  are 
allowed  to  be  removed;  all  attached  items  must  remain  in  vehicle) 

■  Reporting  of  any  suspicious  activity  to  management 
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Subcontractor  Security 

AutoRetum  security  will  be  augmented  by  the  subcontractor  security  firm  which  will  provide  rotating 
staff  on  a  24  hour  basis,  365  days  per  year.  All  security  personnel  will  be  equipped  radios  which  are 
accessible  on  the  same  network  as  AutoRetum  employees.  This  ensures  that  the  on-duty  security 
personnel  are  available  immediately  with  open  lines  of  communication. 


Post  Orders 

Auto  Return  will  require  the  security  firm  and  all  of  its  employees  (the  staff  assigned  to  our  facilities 
and  lots)  to  follow  “post  orders”  which  outline  the  procedures  and  policies.  Following  are  the  post 
orders  given  to  each  security  officer. 


1.  Lot  Access 

The  public  is  allowed  onto  the  lot  to  pick  up  towed  vehicles  or  retrieve  personal  property,  with 
appropriate  paperwork.  All  customers  retrieving  their  vehicles  must  have  a  valid,  state-issued 
driver’s  license.  Only  tow  trucks  that  are  marked  “AutoRetum”  are  allowed  onto  the  lot. 

2.  Reporting 

All  visitor  logs  are  to  be  kept  by  the  supervisor  or  any  person  that  has  relieved  the  supervisor. 
Incident  Reports  (IR)  will  be  completed  by  the  supervisor  and  reviewed  by  AutoRetum 
management. 

3.  Employee  Owned  Vehicles 

Employee  vehicles  are  permitted  on  the  lot,  but  in  the  designated  employee  parking  area  only. 

4.  Post  Violations 

Abandonment  of  post  and  sleeping  or  napping  on  site  is  not  permitted  at  any  time.  All  guidelines 
in  these  Post  Orders  must  be  followed  at  all  times.  If  an  officer  is  found  to  have  violated  any  of 
these  policies,  disciplinary  action  will  be  taken  up  to,  and  including,  dismissal. 

5.  Electronic  Devices 

No  computers,  televisions,  DVD  players  or  any  other  electronic  devices  are  allowed  on  the  job 
site.  If  an  officer  is  caught  with  any  of  these  devices,  disciplinary  action  will  be  taken  up  to,  and 
including,  dismissal. 

6.  Company  Phone 

No  personal  calls  are  to  be  made  or  received  on  the  company  phones.  Exceptions  can  be  made  for 
personal  emergencies  only.  All  calls  made  on  company  phones  are  to  be  logged  by  the  supervisor. 
If  the  supervisor  does  not  log  in  a  call,  the  cost  of  the  call  will  be  charged  to  the  supervisor. 

7.  Radios  and  Nextel 

All  officers  are  required  to  pick  up  a  radio  at  the  start  of  the  shift  to  facilitate  communication 
between  the  other  officers  on  location.  The  supervisor  will  conduct  a  radio  check  every  hour  and  a 
half  confirming  that  each  officer’s  radio  is  operational. 

8.  Change  of  Shift 

No  officer  is  to  leave  his  or  her  post  until  relieved  by  a  new  watch. 
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9.  AutoReturn  Management  Contact  List 

Security  Personnel  will  be  supplied  with  a  contact  list  for  reporting  matters  that  require  immediate 
escalation  to  AutoReturn  Management. 


Personal  Property 

With  the  exception  of  those  vehicles  impounded  pursuant  to  Illinois  Vehicle  Code  4-208  (g)  and 
Illinois  Municipal  Code  1 1-40-3.1,  all  property  in  stored  vehicles  remains  in  the  vehicle  until  the 
customer  comes  to  claim  it  or  until  AutoReturn  takes  possession  of  the  vehicle  after  the  lien  process  is 
complete.  AutoRetum’s  objective  is  to  efficiently  and  ethically  dispose  of  unclaimed  personal 
property  obtained  as  a  result  of  vehicle  disposal.  Property  that  is  not  retrieved  by  the  vehicle  owner 
prior  to  the  date  of  disposal  will  be  considered  to  be  forfeited  by  the  vehicle  owner.  AutoRetum’s 
policy  is  that  all  salvageable  property  contained  in  the  vehicle  after  the  date  disposal  is  donated  to 
charity  organization(s).  The  exception  to  this  policy  is  that  objects  perceived  to  be  of  high  personal 
value  or  could  potentially  violate  the  owners  privacy  (e.g.  credit  cards,  driver’s  license,  personal 
documents,  etc.)  may  be  removed  with  Supervisor  approval.  Storage  Specialist  will  notify  a  supervisor 
when  items  of  value  are  in  a  vehicle.  If  the  vehicle  is  unlocked,  or  the  key  is  available,  the  property  is 
then  removed,  inventoried,  and  stored  securely  for  safekeeping.  This  is  one  of  the  few  instances  in 
which  AutoReturn  employees  enter  a  vehicle.  (Storage  Specialists  may  also  enter  a  vehicle  to  turn  off 
lights  or  hazards  to  preserve  a  vehicle’s  battery  power). 


Inventory  of  Personal  Proper  tv 

AutoReturn  performs  an  inventory  of  every  vehicle  that  arrives  in  its  storage  lots.  This  inventory  is 
performed  by  the  Storage  Specialists.  The  information  gathered  from  the  inventory  includes: 

■  Marks  on  vehicle 

■  Damage  on  vehicle 

■  Contents  of  vehicle  (observed  through  windows) 

■  High-value  item  inventory  location 


If  high-value  property  is  removed  from  a  vehicle  for  storage,  a  note  is  written  on  the  windshield  and  in 
the  notes  of  the  corresponding  record  in  ARIES  as  a  reference.  All  other  personal  property  (clothing, 
CD’s,  etc.)  remain  in  the  vehicle  until  it  is  sold.  At  this  time,  the  vehicle  is  cleaned  for  disposal  or 
auction.  The  property  is  then  removed  and  placed  in  a  designated  storage  area.  Unclaimed  property 
will  be  donated  weekly  to  the  designated  charity  organization(s). 


Internal  Theft  or  Damage 

In  the  course  of  investigating  claims  for  damage  or  theft,  if  any  employee  is  found  to  be  involved 
and/or  responsible,  that  employee  will  be  disciplined  up  to,  and  including,  termination  and  the  filing  of 
criminal  charges.  Security  is  of  the  utmost  importance  to  AutoReturn,  both  in  securing  stored  vehicles 
and  vehicle  contents.  AutoReturn  provides  its  employees  with  training  to  ensure  all  are  well-versed  in 
the  procedures  and  policies  for  lot  and  vehicle  security.  In  the  course  of  business,  all  employees  will 
be  monitored  and  coached  to  ensure  the  best  possible  service  and  security  of  the  lot,  vehicles,  and 
employees. 
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1.  ARIES  Overview 


Timely  access  to  accurate  and  secure  information  is  the  foundation  of  AutoRetum.  Without  it,  service 
levels  cannot  be  achieved  and  the  City  will  not  have  access  to  the  information  it  requires.  Each  vehicle 
record  is  created  at  the  time  of  the  tow  request  and  evolves  throughout  the  process  to  capture  all 
important  information  and  details  such  as  vehicle  photos  and  customer  service  contacts.  Each  vehicle 
is  tracked  in  real-time  until  it  is  either  retrieved  by  its  owner  or  disposed  of  as  an  unclaimed  vehicle. 


or* 

AutoReturn 


ARIES  -  Our  integrated  software  and  hardware  system  platform  is  called 
ARIES  -  which  stands  for  AutoRetum  Integrated  Enterprise  System.  ARIES  is 
the  first  comprehensive  technology  solution  for  the  municipal  towing  industry 
and  is  the  integration  of  industry  leading  components  including  both  proprietary 
and  commercially  available  towing  and  impound  management  software  applications,  GPS  tracking  and 
field  workflow  management,  a  fully  automated  phone  system,  and  AutoRetum’ s  custom  self-service 
website.  ARIES  provides  City  officials,  towing  subcontractors,  AutoRetum  personnel,  and  vehicle 
owners  with  multiple  interfaces  tailored  to  meet  their  individual  needs. 


Unparalleled  Technical  Systems,  Tailored  for  the  Municipal  Towing  Industry  -  AutoRetum 
conducted  an  extensive  evaluation  of  commercially  available  software  and  chose  several  “point” 
solutions  that  make  up  parts  of  the  ARIES  solution.  The  “point”  solutions  provide  the  solid  foundation 
and  robust  capabilities  to  support  all  aspects  of  ARIES.  AutoRetum  has  used  a  proven  methodology  to 
make  software  selections  in  areas  ranging  from  electronic  dispatch  and  towing  management,  GPS 
tracking,  field  workflow  management,  vehicle  storage  management  including  wireless  handheld 
computers,  customer  service  processing,  lien  sales  processing,  and  automated  telephony  processing. 
Collectively  the  3  party  toots  selected  by  AutoRetum  combined  with  proprietary  application 
components  developed  internally  by  AutoRetum  engineers,  make  ARIES  the  most  complete  end-to- 
end  solution  available  for  municipal  towing  and  impound  operations,  unlike  any  other  available  in  the 
industry  today. 


ARIES  Component  Architecture  -  ARIES  is  a  full-featured  solution  for  managing  all  aspects  of  a 
municipal  towing  operation  including  electronic  dispatch  and  towing  management,  customer  service 
and  vehicle  release  management,  and  vehicle  storage  and  disposal.  The  specific  ARIES  components 
that  AutoRetum  proposes  to  utilize  for  the  City’s  operations  are  all  proven  solutions  that  are  currently 
in  use  supporting  the  management  of  a  yearly  average  tow  volume  of  nearly  70,000  tows  in  San 
Francisco: 


■  Automated  Dispatch  System  (“ADS”)  -  AutoRetum  developed  ADS  as  a  proprietary  solution  to 
support  the  company’s  unique  electronic  dispatch  and  towing  management  requirements.  ADS 
allows  for  electronic  tow  request  submittal  from  Police  Department  users  to  the  towing 
subcontractors  and  even  directly  to  the  tow  truck  operators  (“TTOs”)  deployed  in  the  field.  The 
system  utilizes  an  underlying  GPS  technology  and  can  make  “optimized”  tow  assignments  based 
on  a  variety  of  zone-based,  rotational,  and  “closest  to”  algorithms.  The  system  aids  dispatchers 
and  TTOs  through  the  use  of  automated  alerts  to  ensure  that  tow  response  service  levels  are  met. 

■  ActSoft  Comet  Tracker  GPS  Field  Workflow  Management  -  ADS  integrates  seamlessly  with 
the  Comet  Tracker  GPS  and  field  workflow  management  system.  Comet  Tracker  is  one  of  the 
leading  GPS  applications  available  today  and  is  utilized  by  a  variety  of  companies  to  support 
various  types  of  workflow  needs  for  workers  deployed  in  the  field.  The  application  leverages 
Sprint  /  Nextel  (“Nextel”)  handheld  devices  and  cellular  network  for  data  communications. 
Utilizing  the  data  provided  by  Comet  Tracker,  ADS  can  determine  which  TTOs  are  actively  on 
duty  and  available  along  with  their  current  locations  via  the  capabilities  of  the  Nextel  device. 
Using  the  Comet  Tracker  MCOMET  program  that  runs  on  the  Nextel  devices,  the  TTOs  can 
receive  tow  requests  electronically,  acknowledge  requests,  and  manage  the  status  of  tow  requests 
in  real-time. 
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-  Dispatch  &  Towing  Solutions  (“DTS”)  -  One  key  component  of  ARIES  is  the  dispatch,  towing, 
storage,  and  retrieval  management  computer  software  application  provided  by  Dispatch  & 

Tracking  Solutions,  LLC  based  in  Newport  Beach,  California  fwwvv.disdispatch.com).  DTS’s 
Law  Enforcement  Tow  System  (“LETS”)  and  the  companion  Tow  Management  System  (“TMS”) 
were  designed  and  built  to  address  the  unique  needs  of  municipal  towing,  storage,  retrieval,  and 
disposal  operations.  In  addition  to  San  Francisco,  the  DTS  software  is  also  used  for  similar 
municipal  towing  operations  in  both  San  Diego  (60,000  annual  tows)  and  Orange  County  (13,000 
annual  tows). 

■  Cisco  Systems  VoIP  Call  Center  System  -  AutoRetum’s  call  center  processing  is  deployed 
utilizing  the  industry  leading  Cisco  Systems  Unified  Communications  System,  “voice-over-IP” 
(“VoIP”)  telephony  system.  The  Cisco  system  supports  all  the  modem  call  center  capabilities 
including  advanced  call  routing,  queuing,  and  interactive  voice  response  (“IVR”)  capabilities  that 
provide  self-service  processing  including  vehicle  release  capabilities.  Incoming  calls  are 
monitored  and  managed  proactively  and  the  system  allows  for  rigorous  performance  reporting  to 
measure  service  levels. 

•  Full  Featured  “Self-Service”  Website  -  AutoRetum’s  website  provides  a  wide  range  of  useful 
information  and  tools  to  customers  such  as  vehicle  search  capabilities,  instructions  to  obtain  the 
release  of  vehicles,  on-line  payment  of  towing  and  storage  fees,  answers  to  frequently  asked 
questions  (“FAQs”),  on-line  claim  and  complaint  submission,  and  auction  marketing  (vehicle  lists 
and  photos)  and  results  information. 

•  Streamlined  Walk-in  Service  -  AutoRetum’s  walk-in  services  centers  feature  automated  queue 
management  systems  with  self-service  kiosks  that  issue  customers  service  numbers  when  entering 
the  facility  that  eliminate  waiting  in  traditional  lines  and  also  allowing  for  organizing  customers 
into  specific  queues  focused  on  each  individual’s  customer  specific  needs.  For  straightforward 
vehicle  release  transactions,  customer  can  utilize  the  self-service  kiosks  to  search  for  their 
vehicle’s  information  and  process  payments  via  credit  or  debit  cards,  allowing  the  customer  to 
proceed  directly  to  the  pick-up  point  to  retrieve  their  vehicle. 

■  Robust  Real-Time  Reporting  -  ARIES  provides  a  robust  collection  of  real-time  reporting 
capabilities  that  ensure  the  absolute  “transparency”  of  AutoRetum’s  operations.  In  San  Francisco 
alone,  AutoRetum  generates  and  delivers  electronically  over  30  reports  on  a  daily,  weekly, 
monthly,  or  quarterly  basis.  Nearly  all  of  the  City’s  reporting  requirements  can  be  met  through 
existing  reports,  with  minimal  programming  required.  Any  specific  reports  that  are  unique  to  the 
City  can  be  developed  quickly,  leveraging  existing  reports.  The  automated  reports  can  be 
delivered  via  secure  FTP  file  sharing  websites  (FTP  over  SSL),  secure  web  pages  (HTTPS),  email 
(including  secure  email),  or  automated  fax. 

■  Proactive  Service  Level  Management  -  Nearly  all  of  AutoRetum’s  systems  have  built-in 
monitoring  capabilities  that  are  used  to  provide  proactive  alerts  to  managers  and  supervisors  when 
service  level  issues  arrive.  As  an  example,  the  AutoRetum  “Dashboard”  provides  a  real-time, 
single-screen  view  into  all  of  the  company’s  critical  service  level  metrics. 

«  Wireless  Handheld  Computers  -  Optimized  “on  the  lot”  inventory  management  capabilities 
utilizing  wireless  handheld  computers.  These  devices  aid  the  real-time  check-in  of  vehicles 
arriving  at  the  lot  as  well  as  the  ability  to  confirm  a  vehicle’s  status  as  available  for  release. 

•  Advanced  Security  and  Surveillance  Systems  -  AutoRetum  deploys  industry  leading  digital 
video  surveillance  technology  at  all  of  its  facilities  that  capture  and  archive  both  video  and  audio 
signals,  24  hours  a  day.  Managers  and  supervisors  can  monitor  the  entire  facility  from  their  desk 
or  even  remotely.  The  video  image  data  of  vehicles  entering  and  exiting  the  facility  also  provide  a 
critical  tool  for  the  company’s  claim  administrators.  Remote  access  can  be  provided  to  the  City 
through  a  web-based  client,  allowing  City  officials  to  visually  monitor  AutoRetum’s  operations  in 
real-time. 
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*  High  Volume  Vehicle  Disposal  Operations  Focused  on  Revenue  Maximization  -  AutoRetum 
has  proven  technology  for  managing  high-volume  sales  of  unclaimed  vehicles.  The  company 
follows  a  policy  of  strict  adherence  to  all  state  and  local  laws  governing  the  vehicle  disposal 
process.  The  inventory  management  system  provides  automated  tools  for  minimizing  cycle  times. 
All  aspects  of  the  company’s  vehicles  sales  data  are  shared  through  reports  with  the  City  and  also 
vehicle  auction  results  are  made  available  on  the  company’s  website.  This  “transparency”  in  its 
operations  serves  to  ensure  that  all  vehicles  are  disposed  of  in  an  appropriate  manner,  adhering  to 
all  state  and  local  laws  and  regulations. 


The  following  “block”  diagram  provides  an  overview  of  the  ARIES  architecture.  The  various 
functions  that  can  be  supported  ARIES  are  depicted  across  the  top  of  the  diagram,  only  some  of  which 
are  required  for  the  City.  The  diamond  and  arrow  blocks  on  the  left  depict  the  various  stakeholders’ 
access  to  information.  The  rectangular  blocks  represent  the  various  3rd-party  and  custom  applications 
that  are  integrated  together  to  function  as  a  common  solution. 
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2.  ARIES  Architecture 

ARIES  is  built  based  on  the  latest  industry  standards  and  tools  for  a  web  based  architecture.  The 
application,  data,  and  networking  components  utilize  a  highly  available  (“HA”)  design  that  provides 
fUll  redundancy  of  all  key  components.  AutoRetum  built  and  utilizes  ARIES  to  support  its  San 
Francisco  operations  providing  a  proven  track  record  of  reliability  and  performance  of  over  five  years. 

System  Reliability 

AutoRetum’ s  application  and  data  servers  are  housed  in  AutoRetum’ s  San  Francisco  based  secure  data 
operations  center,  soon  to  be  relocated  to  the  industry  leading  Evocative  hosting  facility,  located  in 
Emeryville,  CA  fwww.evocaiive.com).  The  sole  exception  being  the  DTS  application  and  data 
servers,  which  are  housed  within  a  commercial  grade  SAVVIS  data  center  located  in  Irvine,  California. 

The  applications  are  hosted  on  industry-standard  Intel-based  servers  (AutoRetum  utilizes  Hewlett- 
Packard  servers)  running  both  the  Microsoft  Windows  Server  and  Linux  operating  systems.  The 
AutoRetum  /  Evocative  and  DTS  /  SAVVIS  data  hosting  centers  provide  the  following  benefits: 


Reliability: 

■  24  hour  staff  on  call 

■  24  hour  maintenance  -  trouble  shooting 

■  24  hour  event  tracking  -  monitoring 

*  Fully  redundant  (HA)  application  and  data  servers 

■  Fully  redundant  network  powered  by  Cisco  Systems  and  Juniper  equipment  and  software 
Physical  Security: 

■  Access  limited  solely  to  authorized  system  administrators 

*  24  hour  key  card  and  biometrics  access 

■  24  hour  guard  with  gated  security 

■  Video  surveillance 

■  Motion  sensors  and  security  alarms 

■  Employee  drug  checks 

■  Climate  control  systems 

■  Environmental  protection:  fire,  earthquake,  and  flood 
Data  Security: 

■  SSL  128  bit  encryption  security 

■  Monitored  firewall  protection 


Back-ups: 

■  Automated  data  back-ups  (with  off-site  storage) 

■  Redundant  power  -  UPS  devices  and  generators 
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■  Redundant  Internet  connections 

■  Redundant  application  servers 
*  Redundant  database  servers 


SSL  Encryption 

ARIES  is  comprised  of  several  system  components  that  support  business  process  functionality  related 
to  the  dispatch  and  towing  operations  as  well  as  data  sharing  between  AutoRetum  and  the  City.  All  of 
the  critical  components  utilize  SSL  (Secure  Socket  Layer)  128  bit  encryption.  The  two  primary 
applications  used  for  tow  operations  are  ADS  and  DTS  -  both  utilize  SSL  communications.  This 
ensures  the  data  integrity  of  the  data  flowing  between  the  individual  user’s  workstation  and  the 
application  server. 

Secure  User  Logins 

AutoRetum’ s  systems  administrators  will  manage  the  process  to  create  new  user  logins  and  assign 
default  user  passwords.  ARIES  enforces  industry-standard,  “strong”  passwords  that  are  at  least  seven 
digits  in  length  and  contain  at  least  three  of  the  four  following  types  of  characters:  upper-case  letters, 
lower-case  letters,  numbers,  or  punctuation  symbols. 

Authorized  city  officials  along  with  authorized  representatives  from  the  towing  subcontractors  will  be 
able  to  request  new  user  accounts,  modifications  to  existing  accounts,  and  deactivations  of  existing 
user  accounts. 

User  Access  Levels  &  Privileges  via  Roles 

All  of  the  ARIES  application  components  support  industry  standard  capabilities  for  managing  security 
and  user  access  levels  for  a  disparate  set  of  users  requiring  differing  privileges,  capabilities,  and 
restrictions  within  the  system. 

All  of  the  core  ARIES  applications  support  the  concept  of  defining  an  unlimited  number  of  user  roles 
and  the  mapping  of  a  subset  of  the  system’s  functions  and  capabilities  to  specific  user  roles.  Users  are 
assigned  to  a  given  role,  which  determines  the  privileges,  capabilities,  and  restrictions  the  individual 
user  has  in  the  system.  If  the  privileges,  capabilities,  or  restrictions  for  a  given  role  need  to  be 
changed,  the  role  configuration  can  be  modified  and  the  changes  take  effect  immediately  for  all  users 
assigned  to  the  role.  If  the  desired  changes  apply  to  a  specific  user,  the  user  can  be  re-assigned  to  a 
new  role  that  has  the  desired  configuration  or  a  brand  new  role  can  be  created  and  assigned  to  the  user. 

Computing  Environment  and  Architecture  —  Application  Access  from  City  Computers 

The  ARIES  applications  are  specifically  designed  for  use  on  existing  city  computers  with  nothing  more 
than  a  web  browser  (such  as  Internet  Explorer  or  Firefox).  We  deploy  all  of  our  relevant  application 
functionality  through  a  web-based  architecture  that  does  not  require  installation  of  proprietary  software 
on  city  owned  equipment. 

AutoRetum  can  deploy  the  company’s  web-based  applications  as  Internet  applications  that  can  be 
accessed  securely  through  the  public  Internet  utilizing  dial-up  modem  or  direct  access  such  as  Internet 
or  network. 

AutoRetum  plans  to  provide  the  City  direct  access  to  several  components  of  its  ARIES  technology 
platform.  This  will  include  a  number  of  useful  tools  that  can  all  be  deployed  on  existing  computer 
equipment  in  use  by  the  City,  so  long  as  this  equipment  meets  relatively  minimal  requirements. 
AutoRetum’ s  applications  are  designed  so  that  they  do  not  require  a  “software”  footprint  (proprietary, 
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client-based  software)  to  be  installed  on  the  user’s  machine.  The  applications  also  consume  relatively 
little  system  memory  and  processing  capacity.  The  AutoRetum  applications  will  run  within  a  variety 
of  Microsoft  Windows  operating  system  versions,  with  the  basic  requirement  being  that  the  computer 
have  Microsoft  Internet  version  6.x  or  later  installed  (or  equivalent  browser). 

AutoRetum  has  extensive  experience  deploying  its  web-based  applications  in  municipal  information 
technology  environments.  The  Company’s  system  administrators  develop  close  working  relationships 
with  the  system  administrators  of  the  Company’s  municipal  customers  to  ensure  that  the  ARIES 
applications  are  deployed  successfully  for  access  by  municipal  employees. 
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3.  Automated  Dispatch  System  -  GPS-Enabled  Intelligent  Dispatch 

Timely  and  reliable  communications  between  the  dispatch  operators  and  the  tow  truck  operators 
(“TTOs”)  are  an  essential  part  of  the  AutoRetum  towing  management  solution.  AutoRetum  is  able  to 
track  that  real-time  location  of  TTOs  through  GPS-enabled  Sprint  /  Nextel  communication  (“Nextel”) 
devices.  AutoRetum  issues  a  pool  of  Nextel  devices  to  the  towing  subcontractors  to  use  as  members  of 
the  AutoRetum  towing  network.  Each  company  will  be  provided  with  a  sufficient  number  of  devices 
to  cover  the  number  of  trucks  that  company  is  expected  to  dedicate  to  the  peak  time  towing  periods. 

The  Nextel  devices  are  equipped  with  the  proven  DirectConnect  two-way  radio  communications 
technology  as  well  as  accurate  GPS  tracking  capabilities.  Lastly,  the  devices  support  the  Java 
handheld-based  program  that  interoperates  with  the  AutoRetum  Automated  Dispatch  System  (“ADS”) 
to  support  the  folly  automated  electronic  dispatch  management  and  real-time  tow  status  tracking. 

After  a  thorough  review  of  the  handheld  communications  devices  marketplace,  AutoRetum  selected 
the  Nextel  platform  for  a  variety  of  reasons: 

-  Flexibility  of  Dual  Communications  Channels  -  The  Nextel  device  also  serves  as  a  radio  and  a 

cell  phone  and,  no  matter  how  automated  the  process  may  be,  sometimes  speaking  is  the  best  way 
to  communicate.  The  radio  communications  provide  a  very  useful  method  of  dealing  with 
exception  cases  and  tow  situations  requiring  specialized  attention.  Additionally,  it  can  be  used  as  a 
contingency  communications  protocol  should  the  primary  electronic  dispatch  communications 
protocol  fail. 

■  More  Reliable  than  SMS  -  AutoRetum  built  its  secure  communication  protocol  with  the  Nextel 
devices  over  Internet  Protocol  (“TCP/IP”)  and  deploys  Java  programs  on  the  devices.  The  primary 
wireless  carrier  independent  digital  communication  protocol  is  SMS,  commonly  referred  to  as  text 
messaging.  The  SMS  messaging  platform,  while  reliable  to  a  degree,  does  not  provide  a  two-way 
“handshake”  for  secure,  reliable,  and  timely  communications.  As  anyone  who  uses  SMS  regularly 
knows,  sometimes  an  SMS  message  arrives  long  after  it  was  sent  (or  never).  This  is  fine  for  many 
types  of  consumer  communications,  but  not  acceptable  for  real-time  professional  dispatching. 

■  Cost  -  The  cost  of  deploying  and  maintaining  secure  communications  over  IP  for  all  of  the  devices 
and  carriers  in  today’s  technology  environment  would  be  prohibitively  expensive.  By  limiting  the 
deployment  to  one  platform  and  covering  the  cost  of  the  Nextel  devices  and  service,  AutoRetum 
has  a  solution  that  best  meets  the  needs  of  all  users. 

The  future  promises  new  developments  in  platform  independent  mobile  device  technology.  For 
example,  Google  introduced  a  carrier  and  device  independent  operating  system,  called  Android,  as  a 
competitor  to  Microsoft’s  Windows  Mobile  operating  system  platform.  This  and  similar 
advancements  in  mobile  device  interoperability  will  trigger  the  development  of  platform  independent 
solutions  for  wide  range  of  handheld  communications  devices.  AutoRetum  has  already  begun  the 
development  work  to  take  advantages  of  these  industry  advances  as  they  become  available. 

GPS  Tracking  Drives  Towing  Efficiency 

In  combination  with  the  Nextel  communications  devices,  AutoRetum  also  conducted  an  extensive 
review  of  the  leading  GPS  tracking  solutions  available  for  the  tracking  of  fleet  vehicles  such  as  tow 
trucks,  taxi  cabs,  delivery  trucks,  and  field  service  vehicles.  AutoRetum  selected  the  Comet  Tracker 
mobile  management  system  provided  by  ActSoft,  Inc.  for  a  variety  of  reasons: 

■  Support  for  Fixed  Mount  and  Mobile  Devices  -  The  Comet  Tracker  solution  is  one  of  the  few 
solutions  that  is  offered  for  both  mobile  communications  devices,  such  as  the  Nextel  devices,  as 
well  as  fixed-installed  GPS  tracking  and  communications  units  that  can  be  permanently  attached  to 
the  tow  trucks.  Few  GPS  solutions  providers  offer  the  same  range  of  flexibility  in  the  choice  of 
such  devices. 
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■  Nextel  Compatibility  -  Having  the  GPS  tracking  solution  combined  on  the  same  device  that  is 
used  for  two-way  communications  provides  a  simple  one-tool  solution  for  the  TTOs. 

■  Open  Integration  Architecture  -  When  AutoRetum  surveyed  the  market  of  GPS  solution 
providers,  none  of  the  leading  vendors  offered  a  solution  that  was  completely  suited  for  the  unique 
characteristics  of  a  municipal  towing  operator  utilizing  a  network  of  towing  subcontractors.  The 
Comet  Tracker  product  provided  a  useful  foundation  of  GPS  tracking  and  request  management 
workflow  through  an  open  architecture.  The  open  architecture  and  the  active  support  of  the  Comet 
Tracker  professional  services  resources  allowed  AutoRetum  to  integrate  ADS  with  the  Comet 
Tracker  product  to  create  a  combined  solution  that  is  unlike  any  other  in  the  market  place  today. 
AutoRetum  completely  controls  the  business  rules  and  logic  of  the  application,  while  leveraging 
the  general  GPS  tracking  and  workflow  capabilities  of  Comet  Tracker. 

■  IP-Based  Electronic  Dispatch  Communications  -  One  of  the  most  compelling  features  of  the 
Comet  Tracker  product  is  that  it  leverages  the  communications  capability  of  the  Nextel  devices 
over  Internet  Protocol  (“TCP/IP”).  As  stated  in  the  previous  section,  many  electronic  dispatch 
solutions  utilize  SMS  messaging  for  dispatch  communications,  which  has  proven  reliability  issues. 
The  IP-based  communications  capability  of  the  Comet  Tracker  MCOMET  Java  program  that  runs 
on  the  Nextel  devices  is  unsurpassed  for  reliability. 

The  Comet  Tracker  solution  continuously  provides  the  location  of  all  TTOs  in  real-time.  The  TTO 
locations  are  captured  as  longitude  and  latitude  coordinates  and  updated  in  the  database  every  30 
seconds.  ADS  utilizes  standard  geo-coding  technology  to  convert  each  requested  tow  location  address 
to  the  corresponding  longitude  and  latitude  coordinates.  This  information  can  be  compared  with  the 
coordinates  of  all  the  TTOs  to  determine  which  active  and  currently  unassigned  TTO  is  closest  the  tow 
request  location.  By  assigning  the  tow  to  the  closest  TTO,  AutoRetum  achieves  extremely  high  levels 
of  on-site  response  time  as  outlined  previously.. 

In  addition  to  recording  the  TTO  locations  in  its  database,  the  Comet  Tracker  application  provides  a 
real-time  map  view  as  a  graphical  depiction  of  all  the  TTOs  in  their  respective  locations.  An  example 
of  this  map  view  from  AutoRetum’ s  San  Francisco  operations  is  provided  on  the  following  page.  This 
interactive  map  provides  dispatchers  with  a  user-friendly  view  of  the  towing  operations  in  real-time. 
Additionally,  there  is  a  “light”  version  of  the  map  view  that  can  be  deployed  on  computer  workstations 
within  the  City,  requiring  nothing  more  than  Internet  Explorer.  This  web-based  map  view  can  be  used 
by  Police  Department  officials  to  have  the  same  graphical  view  into  the  towing  operations  as  the 
AutoRetum  dispatchers. 

Fully  Automated  Dispatch  Management 

ADS  provides  a  single  point  dispatch  system  that  can  be  used  to  enter  new  requests  for  tows  and 
monitor  the  status  of  these  tows.  The  system  can  be  used  in  multiple  police  precincts  by  one  or  more 
police  officers  and  city  staff.  The  ADS  main  “Dispatch”  window  supports  the  necessary  workflow  for 
entering  a  tow  request  and  having  the  tow  request  automatically  processed  electronically. 

When  new  tows  are  created,  they  originate  in  the  NEW  status.  Once  all  of  the  tow  information  has 
been  completed  and  the  user  is  ready  for  the  tow  request  to  be  assigned,  the  user  simply  needs  to 
update  the  status  of  the  tow  request  to  REQUESTED.  Once  the  tow  request  is  placed  in  the 
REQUESTED  status,  it  becomes  visible  to  the  AutoRetum  dispatch  organization  and  the  AutoRetum 
dispatchers  assume  ownership  of  ensuring  that  the  tow  request  is  properly  managed  and  the  required 
response  time  is  met. 

The  system  is  designed  to  automatically  determine  and  dispatch  the  tow  to  the  appropriate  towing 
subcontractor  by  applying  a  flexible  set  of  rules,  such  as  the  closest  available  TTO  or  utilizing  a 
rotation  between  the  towing  companies  assigned  to  a  given  zone.  In  the  infrequent  case  that  the 
dispatch  assignment  decision  cannot  be  made  automatically,  the  system  will  immediately  alert 
AutoRetum’ s  dispatch  center  that  is  staffed  24  hours  a  day,  365  days  a  year.  An  example  might  be  that 
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there  are  no  TTOs  available  for  any  of  the  towing  companies  assigned  to  the  given  geographic  zone, 
requiring  the  dispatcher  to  select  an  available  TTO  from  a  nearby  zone.  Another  example  might  be 
that  the  tow  request  location  provided  is  not  specific  enough  (incomplete  or  inaccurate  address)  to 
determine  the  geographic  zone.  AutoRetum’ s  dispatch  team  is  trained  in  quickly  determining  the  most 
appropriate  actions  to  take  in  order  to  get  the  tow  assigned  efficiently  so  that  the  onsite  response  time 
commitment  can  be  met. 

The  diagrams  on  the  following  pages  illustrated  the  electronic  dispatch  capabilities  of  ADS,  the  core 
dispatch  management  component  within  ARIES. 
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ARIES  Technology  Platform _ 

AutoReturn  Automated  Dispatch  System  (“ADS”) 
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Real-time  Tracking  o  f  Tow  Request  S talus: 

For  any  towing  operation,  the  time  that  the  TTO  accepts  responsibility  for  the  tow  request  and  the  time 
that  it  then  takes  for  the  TTO  to  arrive  at  the  location  of  the  tow  request  are  extremely  important  data 
elements  that  must  be  tracked  in  real-time  in  order  to  manage  towing  efficiency  and  meet  service  level 
commitments.  AutoRetunTs  designed  ADS  with  these  and  other  essential  features  in  mind.  ADS 
allows  the  tow  status  to  be  tracked  in  real-time  from  the  point  that  the  tow  information  is  entered  into 
the  system  by  police  officials  or  the  AutoRetum  dispatchers  to  the  point  the  tow  has  been  completed 
with  the  vehicle  being  off-loaded  at  a  storage  facility  or  other  designated  location.  The  Nextel 
handheld  device  provides  the  TTO  a  user-friendly  tool  for  managing  the  status  of  the  tow  in  real-time. 
The  status  can  be  changed  through  a  simple  two-step  button  click  sequence  on  the  Nextel  device  as 
illustrated  below: 


In  addition  to  supporting  the  fully  electronic  dispatch  communications  and  status  management,  the 
Nextel  devices  allow  for  radio  communications  with  AutoRetum  dispatchers  as  a  backup 
communications  method  and  a  way  to  augment  the  electronic  dispatch  communications  to  address 
exceptions  cases. 
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ADS  can  support  a  configurable  set  of  tow  status  codes  that  can  all  be  managed  in  real-time. 
AutoRetum  and  municipalities  can  work  together  to  select  the  desired  set  of  status  codes  to  be  tracked 
from  the  following  configurable  selections: 

-  NEW 

-  REQUESTED 

-  DISPATCHED 

-  ACCEPTED 

-  REJECTED 

-  ON  SITE 

■  IN  TOW  (Optional  status  code  that  can  be  used) 

■  AT  DESTINATION  (Optional  status  code  that  can  be  used) 

-  CLEARED  (COMPLETE) 

■  CANCELLED 

■  QUEUED  (System  status  to  indicate  tow  is  ready  for  transmittal  to  impound  management  system) 

■  SENT  (System  status  to  indicate  tow  has  been  transmitted  to  impound  management  system) 

■  Others  as  needed 

For  its  current  operations,  AutoRetum  utilizes  the  following  status  workflow: 

-  REQUESTED  ->  DISPATCHED  ^  ACCEPTED  ON  SITE  -»  CLEARED 


When  the  TTOs  are  logged  into  the  Nextel  handsets  to  manage  the  tow  status  changes,  the  GPS 
coordinates  for  the  TTO’s  current  location  at  the  time  the  status  changes  is  processed.  For  example,  if 
the  TTO  changes  the  status  to  ON  SITE,  the  TTO’s  current  location  can  be  compared  to  the  location 
defined  in  the  tow  request  to  ensure  that  the  TTO  has  not  prematurely  changed  the  status  to  ON  SITE, 
prior  to  arriving  at  the  tow  location.  The  diagram  on  the  following  page  depicts  the  status  management 
workflow  supported  by  ADS. 
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Fixed  Mount  Solutions  for  Tow  Tntck  Operational  Status  Monitorings 

Utilizing  Comet  Tracker  with  the  Nextel  handheld  devices  deployed  to  the  tow  truck  operators  allows 
for  a  fully  automated  dispatch  workflow,  including: 

■  GPS  tracking  to  determine  TTO  locations  in  real-time 

■  Tracking  of  driver  status  and  equipment  type  (on  duty,  on  break,  active  tow  assigned,  etc.) 

•  Assignment  of  tow  request  to  closest  available  TTOs  having  the  appropriate  equipment 

■  Electronic  dispatch  communications  of  tow  request  details 

■  Real-time  status  management  by  the  TTOs  in  the  field 


Beyond  these  powerful  capabilities  supported  by  the  Nextel  devices,  additional  tow  truck  operational 
status  information  can  be  tracked  in  real-time  by  adding  Vehicle  Engine  Monitoring  (“VEM”)  units  to 
the  trucks.  The  VEM  units  can  be  installed  in  the  trucks  to  collect  data  in  real-time.  The  vehicle 
operational  status  data  is  transmitted  through  a  cable  accessory  to  the  Nextel  device.  The  Comet 
Tracker  MCOMET  Java  program  that  runs  on  the  Nextel  device  transmits  the  operational  status  data 
through  the  Nextel  wireless  data  communications  back  to  the  data  center.  The  VEM  units  can  monitor 
the  following: 

■  Engine  status  (on  /  off) 

*  Oil  pressure 

■  Temperature 
"  Coolant  level 
-  Idle  Time 

"  Battery  voltage 


Through  the  use  of  the  VEM  units  combined  with  the  base  capabilities  of  the  Nextel  devices,  the 
following  benefits  can  be  achieved: 

■  Reduces  engine  failures 

■  Saves  fuel  cost  by  idle  limiting 

■  Saves  jump  starts  by  protecting  the  battery 

■  Provides  valuable  management  information  on  the  vehicle  and  driver  performance 

■  Reduces  overall  wear  and  tear  on  the  vehicle 

■  Increasing  longevity  and  maintenance  savings 

The  images  on  the  following  page  illustrate  the  VEM  unit  as  well  as  a  diagram  that  depicts  the  VEM’s 
monitoring  capabilities. 
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Vehicle  Engine  Monitoring  (“VEM”)  Capabilities 


PART  NUMBER: 

CVMARQ:MQPW,& 


FOR  WIRING  DETAILS  REFER 
TO  THE  OWNERS  MANUAL 


r 


hi 


v_ 


Monitoring  Functions 


Coo 


<Actsoft 


Inc. 

V^j1!  ilT.'VJ  f\i  V;!  If  I  if  n  \y 


eadiiqhis 


Engmi 
Temperature 


Battery 


Idle  Limit  Shutdown 
O  Engine  Shutdown 


AutoRetum 


Proprietary  and  Confidential  to  AutoRetum 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


17 


ARIES  Technology  Platform 


4.  Electronic  Inventory  Management 

Timely,  Accurate  Information  is  the  Core  of  ARIES  -  AutoRetum’ s  industry  leading  technology 
platform  provides  advanced  capabilities  for  electronic  vehicle  inventory  management.  The  vehicle 
inventory  information  is  fully  computerized,  including  scanned  images  of  hand- written  tow 
authorization  documents  and  multi-angle  digital  images  of  vehicles.  The  information  can  be  accessed 
and  viewed  in  a  variety  of  ways,  including  wireless  handheld  computers  with  bar  code  scanning 
technology. 

The  electronic  inventory  system  within  ARIES  captures  a  living  record  that  contains  all  the 
information  collected  about  each  towed  vehicle.  The  inventory  information  is  maintained  in  real-time 
using  a  mixture  of  traditional  computer  data  entry  and  wireless  handheld  computer  data  entry.  As  the 
vehicle  moves  through  the  AutoRetum  process,  the  inventory  system  accumulates  the  following 
information  at  a  minimum: 

■  Information  about  the  tow  (dispatcher,  tow  type,  tow  location,  TTO,  time  of  tow,  etc.) 

■  Unique  Tow  /  vehicle  tracking  identification  (“ID”)  number,  as  well  as  a  unique  bar  code  number 
that  is  affixed  to  the  vehicle  as  a  sticker  and  recorded  in  the  vehicle  record 

■  Vehicle  information  (make,  model,  color,  year,  license  state  and  number,  VIN,  etc.) 

■  Photo  documentation  of  the  vehicle’s  condition  at  various  stages  of  the  process  (e.g.  when  vehicle 
enters  storage  facility  and  when  vehicle  exits  storage  facility) 

■  Detailed  inventory  of  vehicle  contents  and  vehicle  condition  information 

■  Precise  location  of  the  vehicle  -  GPS  tracking  allows  tracking  of  the  location  of  vehicles  that  are  in 
the  process  of  being  towed  -  storage  lots  are  organized  into  a  numbered  “grid  system”  and  the  grid 
designation  is  stored  in  the  system  to  allow  the  quick  locating  of  vehicles 

■  Vehicle  owner  and  claimant  information 

■  Record  of  customer  inquiries  (notes,  customer  service  agents  who  assisted  the  customer,  etc.) 

■  Schedule  of  towing,  storage,  and  related  fees 

■  Invoice  and  payment  information 

■  Lien  sale  processing  data  (authorization  dates,  sale  amounts,  etc.) 

■  Current  vehicle  status  and  final  disposition  (released,  auctioned,  salvaged). 


ARIES  maintains  the  inventory  information  from  tow  request  through  to  the  final  disposition  of  the 
vehicle,  when  it  is  released  to  the  vehicle  owner  or  disposed  of  through  the  vehicle  salvage  operation. 
After  release  or  disposal,  the  vehicle  information  is  maintained  as  a  permanent  history  of  the 
operations,  supported  by  detailed  reporting  capabilities. 

All  interested  parties  including  AutoRetum  staff  and  supervisors,  city  officials,  towing  subcontractors, 
and  customers  have  a  tailored  view  (user  interface)  into  this  data  to  support  their  particular  needs. 
Customers  greatly  benefit  from  self-service  options  offered  through  our  automated  phone  system  and 
our  website.  City  officials  have  real-time  access  to  our  operational  data  utilizing  ADS.  In  addition  to 
providing  detailed  functionality  for  managing  the  dispatch  and  active  tows  process,  ADS  also  provides 
a  user-friendly  search  window  that  can  be  used  to  search  for  and  view  details  of  any  historical  tow 
record,  both  for  vehicles  released  to  vehicle  owners  and  unclaimed  vehicles  that  disposed  through 
auctions  or  salvage  sales. 
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Wireless  Handheld  Computer  and  Bar  Code  Processing 


ARIES  supports  wireless,  handheld  computer  processing  using  the  following  wireless  networking 

protocols: 

•  Wi-Fi  Communications  (802.11a/b/g)  - 

AutoRetum  utilizes  wireless 
communications  within  its  storage  facilities 
because  it  provides  the  utmost  in  reliability 
and  security  through  the  use  of  Extensible 
Authentication  Protocol  -  Transport  Layer 
Security  (“EAP-TLS”).  The  company 
utilizes  Cisco  System  Aironet  devices  that 
integrate  seamlessly  with  the  company’s 
wired  Cisco  Systems  networking 
infrastructure,  including  Cisco  firewall  and 
encryption  technology.  AutoRetum  utilizes 
Symbol  Technologies  MC9090  model 
handheld  computers  that  access  the  ARIES 
applications  through  simple  web-based 
screens  that  provide  capabilities  utilized  by 
the  company’s  storage  specialists  for 
vehicle  intake,  management,  and  release. 

*  Commercial  Wireless  /  Cellular 
Communications  in  the  Field  -  Outside  of 
its  operations  and  storage  facilities, 

AutoRetum  utilizes  wireless  /  cellular 
providers  such  as  Sprint  /  Nextel,  AT&T, 
and  Verizon.  ADS  is  integrated  with 
Nextel  handheld  communications  devices. 

These  devices  support  Java  processing  that 
is  used  for  AutoRetum’s  electronic 
dispatch  communications,  tow  status 
management,  as  well  GPS  tracking  of  tow 
truck  operator  locations. 


Wireless,  handheld  computers  are  a  key  integration  component  of  the  ARIES  infrastructure.  The 
handheld  devices  allow  AutoRetum  storage  specialists  to  conduct  the  following  activities  outside  of 
the  AutoRetum  office  facilities  right  on  the  storage  lots: 

*  Vehicle  Intake  -  Data  entry  of  vehicle  information  during  vehicle  intake  including  scanning  a  bar 
code  sticker  that  is  affixed  to  each  vehicle  to  associate  the  unique  bar  code  identification  (“ID”) 
number  with  the  vehicle  record  in  the  inventory  system.  Please  note  the  AutoRetum  inventory 
form  on  the  following  pages  illustrating  the  “duplicate”  bar  code  stickers  -  one  of  which  is  affixed 
to  the  vehicle,  while  the  other  is  attached  to  inventory  form. 

■  Inventory  Management  -  Conducting  regular  vehicle  inventory  management  to  lookup  vehicle 
information  and  to  make  real-time  updates  in  the  inventory  database.  This  allows  data  errors 
related  to  vehicle  information  such  as  incorrect  license  number  and  VIN  values  to  be  corrected 
immediately  when  an  error  is  identified. 

■  Vehicle  Release  -  Confirming  the  status  of  a  vehicle  as  ready  for  release  (all  fees  paid,  holds 
removed,  etc.)  and  documenting  the  physical  release  of  the  vehicle.  AutoRetum’s  invoice  contains 
a  unique  bar  code  that  allows  storage  specialists  to  use  the  handheld  device  to  quickly  scan  the 


AutoRetum 


Proprietary  and  Confidential  to  AutoRetum 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


19 


ARIES  Technology  Platform 


invoice,  review  the  vehicle  information  and  confirm  the  vehicle’s  status  as  available  for  release. 
Please  note  the  AutoRetum  invoice  containing  the  bar  code  on  the  following  pages.  The  bar  code 
value  maps  to  an  arbitrary,  unique  number  in  the  database  that  minimizes  the  chance  of  counterfeit 
invoices  being  used  to  obtain  the  unauthorized  release  of  a  vehicle  -  a  common  problem 
encountered  by  impound  facilities. 


The  following  image  illustrates  a  uniquely  numbered  bar  code  sticker  on  the  windshield  of  one  of  the 
vehicles  held  within  AutoRetum’s  storage  facilities  in  San  Francisco.  On  the  following  page,  the 
sample  vehicle  inventory  form  shows  the  same  bar  code  (“duplicate”)  affixed  to  the  paperwork  that 
provides  a  written  record  of  the  vehicle’s  check-in. 

AutoReturn  Inventory  Bar  Code  Vehicle  Tag  Attached  to  Vehicle  Windshield 
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AutoReturn  Inventory  Form  with  Bar  Code  Vehicle  Tag 


Dure:  %3L 


Annex  V  Pier  7 £ 

lime: 


7th  St. 


nvi 

l  Jr\ 

upany  Kcp/f Print) 

Company  Authorizing  Tow: 
Auilhiriznr's  Name  tPrnis > 
Signature; 


Lociil  ion  Towed  From;  _ _ 

Vehicle  Dropped  f]  Vehicle  Drop  Fec«  ii'  applicable  $ 
4X4  □  Flalbed  Q  Linkage  Removed  Q  Linkage  Replaced  f  "j 


Duplicate  Bar 
Code  Stickers  - 
Sticker  #1  Affixed 
to  Vehicle  - 
Sticker  #2  Affixed 
to  Inventory  Form 


NO  -  No  Of  ass  NT  -  No  Tire  DA  —  Damage  5  ~  Scratch  D  -  Dent 


Ptatcs:  ^  P  ~i(&  _ __ _  Registration  {MO/YR  -  or  -  NONE)  - 

Vin •: i  <±_T_ 5  ✓  T  H _ <1.1  Sr ;D  2  _L 3_ 

Ycar.  -  Make:  ^jMC -  Mrik-1: 


Colon 


Tbw  T\*pe:  Councsy  OR 

Cone  Color  _ _  Cone  #  "^^5 


PP 

Lien  Type 


SFPD/DPT 

3. 


No  Keys 


ELECTRONICS 

r  >H  rtMim: 

HHH.S _ 

( :  i  a  m  1 1  n  t ;  Ti 

PERSONAL  4  conL) 

Cuimcn 

CD  «ny«r 

PERSON  Al. 

Cll  f  W 

llnef  (Vst* 1 

•StwilJlJWSClf 

CjtlttOr  duf  .  . 

IWiJWfc  \  tS\^C-iA 

Will  let 

iMh>  <ZfCxK 

XftiUifcrtvlF  Untrucl 

JEWELRY 

KluDlriHik  llrvki’. 

Current:  v  t> 

Ollkw - - - 

SPORTING  EQUIPMENT 

others  UlBtf-i*  j, _ 

lUCfllfUJiZ . 

ir  c pA'rr 

AuXpmon  Ur¬ 
'S  it-ppi  i 


Comments: 


TRANSFERS: 

I,  the  undersigned*  being  die  representative  of  the  company  performing  the  services  for  towing,  of  the  above  referenced  vehicle,  agree  Q 
disagree  Q  that  the  condition  depicted  for  the  vehicle  is  u  fair  representation  of  the  condition  of  the  above  refeienee  vehicle  upon  my  pick¬ 
up  of  live  vehicle. 


iiwiiin  Ciimpuiiy  Rcptuweraiuiivi;  Siiimnurc 


Dole 


Ttiwi^g  Cnnipuny  ftcprenanMalve  Prinkd  Nhik 


Stm  FrantihcoAuiuRumm  Reprvtt?nu¥llvtSl£niHurc 


Smi  Fr4ftfjjKoAwt>Rcumii  Kc|»o^ciiunIvc  Fiirtkxl  Nriinc 
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DTS  Standard  Electronically  Generated  Invoice  with  Bar  Coded  ID 


or* 


AutoReturn 

firm  Ptancivco  Auto  Return 
4?0  7* 

Unix  FrnuciscOp  CAP4JU03 
Phuiw;  415-«OS«2iJU 


JOE  SMITH 

2758  HARRISON  STREET 
SAN  FRANCISCO  CA  941 1 0 
CA  A1 234567 


Make  I  Model  I  Color  I  Body 


HOND 


CIVIC 


WHIT 


2D 


CA  -3NLV700 


B2B9  10/02/2007 
I  364653 
I  0710011009 
^AnaA 


2J  H  D  K1 1 26SH567279 


Vehicle  Towed  From 

Lot  Name 

Lot  Section 

Tag# 

Keys  Held 

300  GRAY  STONE  IRON  San  Francisco 


2  -  Pier7G  F60 


WHT822 


Vehicle  Towed  To 


400  22nd  St 
San  Francisco 


Reason  Description  I  Tow  Dare 


0000000264957 


SFPDX  0710011009  REC/851 


Recovery 


10/01/2007 


Call  Taken  Date  I  Time 


Completed  Date  f  Time 


Storage  Out  Date  /  Time 


10/01/2007  02:35:00 

10/01/2007  03:29:00 

10/02/2007  14:21:00 

Driver 

It  ruck 

Quantity 

Service  Description  j 

Service  Price 

1  Total 

BAT 

AR 

20 

Passenger  1st  20  Hr  at  4  Free 

50  00 

91.75 

BAT 

AR 

1.0 

SF  Admin  Fee- Excluding  Tickets 

70,50 

70.50 

BAT 

AR 

1.0 

S-Tdw-Passenger  Vehicle 

168.25 

168.25 

Sub  T  otai'I 

330.50 

Net  T otal 

330.50 

Amount  Paid 

330.50 

Approval  Code:  aandrade 

C  ash 

330.50 

Balance 

0.00 

Released  To:  JOE  SMITH 


Signed 


01/20/2008 


Date 


Driver  License  Number 
Destination:  Pier  70 

Address:  400  22nd  St 

City:  San  Francisco 


NO  REFUNDS  OR  RETURNS.  BY  LAW  YOU  CAN  PROTEST  A  CITY 
AND  COUNTY  OF  SAN  FRANCISCO  VEHICLE  TOW.  YOU  MUST 
REQUEST  A  HEARING  WITHIN  30  DAYS  FROM  DATE  OF  TOW, 
CITATIONS  ASSOCIATED  WITH  THIS  TOW  MAY  NOT  BE 
INCLUDED  IN  THIS  PAYMENT.  ANY  NECESSARY  NOTICES  WILL 
BE  MAILED  TO  THE  ADDRESS  ON  FILE  AT  DPT.  THANK  YOU. 
SFPD  (415)  553-1619 
DPT  (415)  701-5400 


Bar  Code  Used  with 
Wireless  Handhelds 
for  Quick  Vehicle 
Lookups  and 
Verification  of 
Payment  Status 


PAID 
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Handheld  Computer  Printing  Capabilities 

The  Symbol  Technologies  MC9090  model  handheld  computers  can  be  outfitted  with  a  variety  of 
industry  standard  printers  such  as  those  provided  by  Zebra  Technologies,  an  industry  leader  for  mobile 
computing  accessories.  The  Zebra  P4T  is  depicted  below  as  an  example  and  is  the  world’s  first  mobile 
thermal  transfer  printer  with  optional  RFID  upgradability.  This  rugged  printer  can  can  print  long-life 
bar  code  labels  and  documents  up  to  4"  wide  that  withstand  harsh  and  outdoor  environments.  The 
Zebra  printers  can  be  easily  carried  by  lot  workers  using  either  a  belt  attachment  or  a  holder  and  strap 
that  can  be  placed  over  the  shoulder  (see  inset  photo  below). 

AutoRetum’s  web-based  lot  management  applications  that  are  utilized  by  lot  workers  with  wireless, 
handheld  computers  for  managing  lot  activities  can  be  easily  enhanced  to  print  off  any  specific  forms 
that  are  required  for  the  Chicago  auto  pound  management  operations.  As  stated  earlier,  AutoRetum 
utilizes  cost  effective  pre-printed  bar  code  stickers  that  come  in  “pairs”  on  easy  to  use  “spools”. 

Should  there  be  a  need  to  print  the  bar  code  stickers  in  real-time,  AutoRetum  will  enhance  its  lot 
management  applications  for  the  handhelds  to  provide  this  real-time  bar  code  printing  capability. 
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Extending  Bar  Code  Scanning  to  Tow  Truck  Operators  C'TTOs  ")  in  the  Field 

As  a  further  refinement  to  this  process,  the  tow  authorization  forms  used  by  field  enforcement  officers 
could  be  provided  with  a  unique  bar  code  imbedded  on  the  form.  Alternatively,  AutoRetum  could 
provide  pairs  of  matching  bar  code  stickers  (on  easy  to  use  spools).  One  of  the  bar  code  stickers  could 
be  placed  on  the  tow  authorization  form  and  the  other  matching  sticker  could  be  placed  on  the 
windshield  of  the  vehicle.  After  receiving  the  tow  authorization  form  from  the  enforcement  officer, 
the  TTO  could  scan  the  bar  code  value  into  the  electronic  dispatch  management  system  (“ADS”), 
providing  a  linkage  between  the  electronic  vehicle  data  record,  the  paper  form,  and  the  physical  vehicle 
itself.  The  Nextel  devices  utilized  by  AutoRetum  TTOs  can  be  outfitted  with  standard  bar  code 
scanners  (pictured  below)  to  enable  the  scanning  capability. 
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Real-Time  Inventory  Management  and  Uniform  Billing 

One  key  components  that  was  highlighted  in  the  ARIES  overview  at  the  beginning  of  this  document  is 
the  dispatch,  towing,  storage,  and  retrieval  management  computer  software  application  provided  by 
Dispatch  &  Tracking  Solutions,  LLC.  DTS  serves  as  one  of  the  foundational  blocks  of  ARIES  and 
provides  the  core  impound  management  functionality  that  comprises  the  inventory  system  capabilities 
discussed  earlier  in  this  document.  DTS  was  the  first  and  continues  to  be  the  leading  software  solution 
that  is  focused  exclusively  on  the  municipal  impound  towing  industry,  providing  “end-to-end” 
functionality.  The  application  has  a  robust  Internet-based,  Java  architecture  utilizing  Microsoft  SQL 
Server  as  the  backend  database.  The  application  is  hosted  in  an  enterprise  grade  data  center,  is  highly 
available  (multiple  redundancy  components),  and  provides  advanced  security  management.  The 
application’s  open  integration  architecture  includes  the  following: 

■  “Web  Services”  to  expose  all  system  functions  for  comprehensive  integration  purposes 

■  Electronic  tow  requests  from  enforcement  patrol  vehicles  via  mobile  data  computers  (“MDCs”) 
and  mobile  data  terminals  (“MDTs”) 

■  Integrates  with  a  variety  of  computer-aided  dispatch  (“CAD”)  systems  utilized  by  police  and 
traffic  enforcement  organizations 


Once  a  tow  has  been  completed  and  noted  as  such  in  ADS  based  on  the  TTO  changing  the  status  to 
CLEARED  using  the  Nextel  device,  the  completed  details  of  the  tow  request  automatically  flow 
through  a  web  service  interface  to  the  DTS  towing  and  storage  management  system.  This  requires  no 
action  on  the  part  of  any  user  and  happens  instantaneously  once  the  tow  request  is  processed  as 
complete.  All  of  the  key  status  event  (“timestamp”)  information  relating  to  the  towing  process  and 
whether  the  response  time  commitment  has  been  met  is  transferred  automatically  to  DTS  as  part  of  the 
tow  request  details.  Locating  an  existing  tow  request  in  the  system  is  supported  through  user-friendly 
vehicle  search  capabilities. 

The  DTS  TMS  module  utilized  by  AutoRetum  is  comprised  of  a  single  “Call  Worksheet”  screen  that 
includes  multiple  screens  or  “tabs”  of  functionality.  The  “Call  Worksheet”  and  each  of  its  functional 
“tabs”  is  presented  on  the  following  pages. 
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DTS  Call  Worksheet  -  Events  Log 


C^ll  WorkbliLH.1! 


EE® 


All  of  the  tow  data  that  is  captured  in  ADS  while  the  tow  request  is  being  fulfilled  is  passed  to  the 
downstream  DTS  towing  and  impound  management  system.  DTS  serves  as  the  comprehensive 
inventory  data  store.  All  of  the  information  regarding  the  tow  is  available  through  a  single  DTS  screen 
called  the  “Call  Worksheet”.  The  “Call  Worksheet”  is  organized  into  a  series  of  sections  and  tabs  as 
follows: 

B  General  -  All  of  the  general  tow  request  details  such  as  the  requesting  agency  (Police  Department, 
Parking  Enforcement,  etc.),  individual  requesting  the  tow  (name  or  badge  number),  requestor  call¬ 
back  number,  reason  for  the  tow,  equipment  requested,  and  other  general  tracking  details. 

■  Vehicle  -  Specific  information  about  the  vehicle  such  as  the  Year,  Make,  Model,  Color,  Body,  ID 
#  (used  for  fleet  vehicle  IDs,  motorcycle  engine  #’s,  etc.),  License  Number,  License  State,  VIN, 
Odometer  Reading,  License  Through  Year  and  Month. 

■  Location  -  Information  regarding  the  location  of  the  tow  including  Location  Name  (if  applicable  - 
used  for  landmarks),  Address,  Cross  Street,  City,  State,  Zip,  and  Zone. 

■  Destination  -  Information  similar  to  the  tow  location,  but  for  the  tow  destination. 

B  Owner  /  Lien  Holder  -  Contact  information  for  one  or  more  individuals  related  to  the  vehicle 
such  as  the  registered  owner,  lien  holder,  released  to  party,  and  purchaser  of  unclaimed  vehicles. 
Name  address,  phone,  and  driver’s  license  information  can  be  captured. 
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*  Log  Tab  -  Details  of  the  towing  process  such  as  the  Tow  Company,  Driver,  Truck,  as  well  as  all 
of  the  important  timestamps  such  as  Requested,  Dispatched,  Accepted,  On  Site,  and  Completed 
times.  Additionally,  the  required  Response  time  and  request  Priority  is  captured. 

*  Storage  Tab  -  All  storage  information  for  the  vehicle.  Please  the  following  pages  for  a  screen 
image  providing  the  details  of  the  Storage  tab. 

■  Lien  Sale  -  Lien  sale  information  for  vehicles  that  go  unclaimed  by  the  vehicle  owner.  Please  see 
the  following  pages  for  a  screen  image  providing  the  details  of  the  Lien  Sale  tab. 

*  Invoice  -  Information  regarding  towing,  storage,  and  related  fees  as  well  as  payment  information. 
Please  see  the  following  pages  for  a  screen  image  providing  the  details  of  the  Invoice  tab. 

■  Search  -  Used  for  searching  for  vehicles  and  tow  information  utilizing  a  wide  range  of  search 
criteria. 
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DTS  Call  Worksheet  -  Vehicle  Storage 


The  “Call  Worksheet  -  Storage”  tab  captures  all  of  the  information  about  the  vehicle  while  it  is  stored 

in  the  impound  facility.  All  the  necessary  inventory  management  data  fields  are  provided  including: 

■  Lot  Info  -  The  upper  portion  of  the  “Storage”  tab  captures  all  of  the  information  about  the  location 
of  the  vehicle  in  the  storage  facility  such  as  the  storage  facility  itself.  The  system  supports  the 
configuration  of  multiple  lots  that  can  be  managed  as  one  virtual  inventory.  Within  each  lot,  any 
number  of  sections  can  be  defined  for  tracking  the  specific  location  within  the  facility.  Other 
storage  data  includes  storage  check-in  and  check-out  times,  storage  rate  information  (varies  by 
vehicle  classification),  vehicle  tag  information  (such  as  bar  code  ID  values  or  vehicle  “hat” 
numbers),  whether  the  keys  are  being  held  for  the  vehicle  (including  key  tag  #),  and  the  appraised 
(lien  type)  value  for  the  vehicle. 

■  Lot  Transfer  History  -  The  “Storage”  tab  allows  any  transfers  of  the  vehicle  from  one  lot  to 
another  facility  to  be  tracked  in  the  system  for  an  unlimited  number  of  transfers.  The  system  can 
automatically  generate  authorized  transfer  tow  fees  and  add  them  to  the  list  of  service  fee  items. 
The  complete  set  of  storage  information  is  captured  and  maintained  for  each  storage  “instance”. 

■  Police  Information  -  The  “Storage”  tab  allows  for  important  police  information  to  be  captured 
and  tracked  in  the  system  such  as  officer  names,  unit  number,  officer  ID,  case  ID,  beat,  stolen 
vehicle  flag,  towed  in  error  flag,  and  citation  information. 

■  Vehicle  Hold  Information  -  Finally,  the  “Storage”  tab  allows  for  essential  information  related  to 
various  types  of  administrative  and  investigative  vehicle  holds  to  be  captured  in  the  system 
including  the  type  of  hold,  agency  placing  the  hold,  investigator  or  officer  ID,  hold  start  time,  hold 
removed  time,  information  regarding  who  authorized  the  release  of  the  hold,  and  general  hold 
comments. 
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DTS  Call  Worksheet  -  Lien  Sale 


C (.ill  WorkslitM’t 


(Iht  LftHItlHji  fcwKHagufs)  HulP 

cau  u  auto  joQQOOOEuei  os  r 


Tow  Date  |icwtt/2007  v 


General 

Motor  Club 

Comp*  svitTo/Kitco  Aut&jfrtnn  |  yr } 

Name 
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n  San  Frantittti 
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Cafter 

Cel  Back 

toe***  mnu: 

Ref  N«, 

Exp  0M& 

Reason:  REOSSi 

Recovery 

Service  Level 

CMTyp 

CiaaS:j  |  y  j  Equlp:jReg  j  ▼ ! 

Cost  Lint 

Mg  LW/  Rate: 
Ailhf: 

Send  To  Driver 


E 


u 


Year:  1995 

MMe:|H0WA  ▼ 

Modet  :CMC  » 

CO«r'V%HTF  ▼ 

Body:  2D;2DOOR  ▼ 

License.  !3M.W00 

adttjC*  | V|  NOP:  Q 

Odom: 

Lie  Tag  Yr:  7 

Lx  ragMsniirAPft 

Location 

I  ID:  I _ 

Ad*ess :  1300  CRAY  £  TOM? 

Cross  SI  ,SRON 

Cfty  'San  Francisco 

Strfe:  CA 

Destination 


|  ▼  |Lopition:| _ 


T 


Zone:  003:0  ,▼ 


Owner  AienHotder 

RELl!*Sa>TO 

-  J 

First  Name: 

j 

Lit!  Name: 

A£*«S* 

27£0H*flRlSONSWST 

ccy 

sue 

Bwt 

COWflftY 

Leans* 

Stale 

SAM  FRWOSCO 

CA  V  jjpjHUO 

£j*| 

' 

At  2-MS6/  _ 

CA  ^ !  Swipe  License 

£ 


22nd  St 


0 

Dei  tart 

Adrfrese;  _ 

Cross  SI 

OlY  Francisco 

State 


- 


2007-1 0-02  1 4:24  :  AAA  INSURANCE  WILL  PICK  UP 
THS  VEHICLE  „ .  ANA 


Storage:  12 

Lien  Type: 

Lien  Dates 
^  Uen  Sale  Start 
DMV  Requested 
DMV  Received 
Mai  Fee  /  Receipt  No 
Lien  Notice  Serf  Dele 
dear  Dade 


$0  00 


Pjiep1: 


i 


m" 


Remove  Ft  am  U«j 


Send  Notices  To 

faster*)  c&ftffwr 

_  Legal  Owner 

OtietiHAtal 
OMemiunNfflr  1 

□  w-artVMp^  ; 

QWwmiseor-ani  • 


d  Receipt  No 


r 


Customer  Dilwr  luvnlcu  Admin 


Letlcr  Type 

// 

L  1 

Log  Storage  Lien  Sale  Invoice  Search 
Cancel  Cal  Save 


The  “Call  Worksheet  -  Lien”  tab  captures  all  of  the  details  regarding  vehicle  that  go  unclaimed  as  they 
go  through  the  legal  process  of  being  sold  at  a  public  auction  or  through  the  salvage  vehicle  disposal 
channel.  The  screen  shown  above  is  tailored  to  the  specific  needs  of  vehicles  processed  using  the  lien 
sale  laws  for  the  California  Department  of  Motor  Vehicles.  For  AutoRetum’ s  use  for  in  other  states, 
this  screen  will  be  customized  to  reflect  the  unique  characteristics  for  the  given  state’s  defined  legal 
process  for  the  disposal  of  unclaimed  vehicles.  Generally  speaking,  the  screen  allows  information  to 
be  captured  such  as  the  vehicle  appraisal  category,  required  registered  owner  notification  dates,  sale 
authorization  dates,  sale  date,  and  sale  price 
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DTS  Call  Worksheet  -  Billing  Invoice  Information 


The  “Call  Worksheet  -  Invoice”  tab  is  used  for  capturing  the  various  line  item  towing,  storage,  and 
related  fees  as  well  as  documenting  the  payments  received  from  vehicle  claimants.  For  vehicles  sold 
as  unclaimed  vehicles,  this  tab  is  used  to  itemize  the  sale  price  and  associated  administrative  fees,  as 
well  as  documenting  the  payments  for  the  purchase  of  the  vehicle. 

■  Service  Fees  -  All  of  the  standard  towing,  storage,  and  related  charges  can  be  configured  so  that 
they  are  automatically  applied  based  on  the  specific  details  of  the  tow  that  include:  authorizing 
agency,  reason  for  the  tow,  towing  equipment  type  used,  and  vehicle  class.  Additionally,  ad  hoc 
fees  can  be  configured  that  can  be  applied.  The  fee  amounts  can  be  fixed  amounts,  per  unit 
amounts,  or  variable  amounts  that  get  filled  in  at  the  time  that  the  fee  is  applied.  For  vehicles 
being  sold  as  unclaimed  vehicles,  the  sale  price  is  added  at  the  time  that  the  sales  price  is 
established.  Any  additional  administrative  fees  related  to  the  disposal  and  sale  of  the  vehicle  can 
be  configured  and  applied  as  standard  fees  based  on  various  criteria.  The  system  supports  standard 
price  list  functionality  that  is  typical  of  all  commercial  billing  and  payment  systems,  such  the 
ability  to  apply  specify  effective  time  ranges  for  the  various  service  fee  items  to  account  of 
standard  CPI  adjustments  and  other  price  changes. 

■  Payment  Processing  -  The  “Invoice”  tab  supports  flexible  payment  functionality  that  allows  the 
user  to  capture  one  or  more  payments  as  well  as  payments  for  one  or  more  invoices  for  a  vehicle. 
Various  payment  types  such  as  case,  credit,  debit,  and  check  payments  are  supported.  All  of  the 
payment  processing  is  reinforced  by  the  rigorous  accounting  controls  (e.g.  management 
authorization  for  un-posting  payments)  and  comprehensive  reporting  to  effectively  capture  and 
manage  invoicing  and  payment  information  for  the  downstream  accounting  processes. 
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DTS  Call  Worksheet  -  Search  for  Towed  Vehicle  Information 
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The  DTS  search  screen  is  a  feature  rich  search  utility  provided  as  part  of  the  storage  management 
functionality.  Users  can  search  for  vehicles  by  a  variety  of  search  criteria  that  include  the  following: 

■  License  State  and  Number 

■  Year 

■  Vehicle  Identification  Number  (“VIN”) 

■  Make 

■  Model 

■  Color 

■  Account  (towing  agency) 

■  Tow  ID  Number  (referred  as  the  DR  #  in  both  ADS  and  DTS) 

■  Ticket  # 

■  Case  ID  # 

■  Driver  /  Towing  Subcontractor 

■  Status 

*  Tow  Date  Range 
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5.  Security  Systems 

AutoRetum  utilizes  the  Pelco  surveillance  systems  at  all  of  its  facilities.  Known  for  excellence  in  its 
surveillance  cameras,  Pelco  is  the  world’s  largest  manufacturer  of  video  security  equipment  and 
surveillance  cameras.  In  addition  to  its  industry  leading  cameras,  the  Pelco  DX8000  digital  video 
recorders  (“DVR”)  offer  the  latest  in  digital  surveillance  technology,  including  audio  for  selected 
camera  locations.  The  following  screen  image  illustrates  the  Pelco  software  application  view  used  to 
view  both  real-time  and  archived  footage.  As  a  standard  practice,  AutoRetum  archives  video  footage 
for  a  number  of  months  so  that  it  can  be  utilized  well  after  the  final  disposition  of  the  vehicle  to 
address  any  issues  such  as  claims  made  for  vehicle  damage  or  property  loss. 


Pelco  Digital  Surveillance  System 
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Multi-Dimensional  Views  of  Vehicles 

AutoRetum  utilizes  digital  imaging  of  vehicles  to  facilitate  quality  control  within  its  storage 
operations.  The  only  thorough  way  to  document  a  vehicle’s  condition  is  to  capture  digital  images  of 
the  vehicle  for  use  in  accurate  pinpointing  of  any  damage  that  may  occur  while  handling  the  vehicle. 
To  clearly  document  the  exact  condition  of  all  vehicles  entering  or  exiting  its  facilities,  AutoRetum 
places  a  minimum  of  5  cameras  at  each  entry  or  exit  gate  that  are  positioned  to  capture  images  of  the 
vehicle  from  four  dimensions  as  well  a  fifth  camera  that  is  focused  on  the  vehicle  license  plate  as  it 
enters  or  exits  the  facility.  Through  these  cameras,  the  DVRs  capture  running  footage  the  entire  time 
the  vehicle  is  passing  in  or  out  of  a  storage  facility  gate.  AutoRetum  uses  this  footage  to  generate 
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dozens  of  “still”  digital  images  (“frames”)  extracted  from  the  running  video,  that  can  be  utilized  in  the 
same  manner  as  traditional  photos  to  support  the  quality  assurance  and  claims  management  processes. 

Broad  Coverage  of  Storage  and  Office  Facilities 

Beyond  the  entry  and  exit  gates  of  its  facilities,  AutoRetum  also  deploys  surveillance  cameras 
throughout  its  storage  and  office  facilities  to  provide  comprehensive  coverage  of  all  critical  areas 
within  its  operations.  AutoRetum  utilizes  a  combination  of  fixed  indoor  and  outdoor  cameras  as  well 
as  PTZ  (“pan-tilt-zoom”)  cameras  that  can  be  controlled  remotely  to  allow  a  system  user  to  “move 
around”  the  facility,  zooming  in  and  out,  from  a  remote  location  in  real-time. 

Video  Surveillance  Access  for  City  Officials 

In  addition  to  benefitting  AutoRetum’ s  operations,  the  Pelco  system  also  provides  a  user-friendly  web- 
based  version  of  its  application  that  can  be  easily  deployed  on  City  computer  workstations  to  allow 
City  officials  to  utilize  the  system  to  monitor  AutoRetum’s  operations  in  real-time.  This  solution  is 
utilized  by  the  contract  administrators  who  oversee  AutoRetum’s  San  Francisco  operations. 


AutoRetum 


Proprietary  and  Confidential  to  AutoRetum 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


33 


ARIES  Technology  Platform 


6.  Access  to  Information  -  Flexible  Methods  for  Various  Stakeholders 

AutoRetum  understands  that  the  City  requires  immediate  access  to  a  wide  range  of  information  that 
various  Police  Department  and  other  City  officials  may  require.  The  ARIES  architecture  allows  for  the 
easy  querying  of  vehicle  information  by  various  types  of  individuals: 

■  Police  Department  users  and  other  City  officials 

■  AutoRetum  employees 

■  Towing  subcontractors 

■  Vehicle  owners  via  the  AutoRetum  public  website  f www.autoretum.com) 

Note:  AutoRetum  encourages  the  reader  to  review  its  fully  functional  website  for  its  San  Francisco 
operations . 


City  officials  can  look  up  vehicles  utilizing  either  ADS  or  DTS  to  find  up-to-date,  real-time 
information  about  any  given  vehicle.  The  primary  purpose  of  ADS  is  to  manage  the  dispatch  and 
towing  operations  for  active  tows,  while  DTS  is  used  primarily  as  an  inventory  management  tool  once 
the  tow  is  completed.  Both  systems  share  much  of  the  same  vehicle  information  and  both  can  be  used 
by  Police  Department  users  and  other  City  officials  to  access  information  in  a  real-time  manner.  The 
user-friendly  search  capabilities  should  make  it  more  efficient  for  City  officials  to  respond  to  inquiries 
from  vehicle  owners  regarding  the  status  and  location  of  vehicles  (although  these  inquiries  can  be 
completed  referred  to  the  AutoRetum  customer  service  center). 

The  DTS  search  screen  was  provided  in  an  earlier  section.  The  following  page  illustrates  the  ADS 
search  capabilities.  ADS  is  the  primary  tool  for  Police  Department  users.  DTS  can  also  be  available 
as  a  secondary  tool  to  provide  more  a  comprehensive  view  of  vehicle  information. 
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ADS  Vehicle  Search  Screen 


The  ADS  search  screen  shown  above  is  used  to  search  for  vehicles  by  a  variety  of  search  criteria  that 
include  the  following: 

•  Tow  ID  Number  (referred  as  the  DR  #  in  both  ADS  and  DTS) 

■  Tow  Date 

■  Reason 

■  Make 

■  Model 

■  Color 

■  Year 

■  License  State  and  Number 

■  Vehicle  Identification  Number  (“VIN”) 


AutoRetum  35 

Proprietary  and  Confidential  to  AutoRetum 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


ARIES  Technology  Platform 


Once  a  vehicle  is  located  using  the  ADS  search  screen,  clicking  on  the  desired  vehicle’s  row  in  the 
search  results  opens  the  Call  Snapshot  window  that  provides  all  the  essential  information  about  the 
vehicle  and  its  status.  This  web-based  “snapshot”  of  the  vehicle  information  can  be  customized  to 
contain  the  exact  information  required  by  the  City  for  immediate  access.  An  example  of  the  Call 
Snapshot  is  provided  on  the  next  page,  including  a  scanned  image  of  the  tow  authorization  document 
used  by  the  San  Francisco  Police  Department. 


AutoRetum 


Proprietary  and  Confidential  to  AutoReturn 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


36 


ARIES  Technology  Platform 


Call  Snapshot  Including  Scanned  Image  of  Tow  Authorization 
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Vehicle  Owner  Access  to  Towed  Vehicle  Information 

AutoRetum  has  a  fully  functional  website  that  allows  vehicle  owners  to  search  for  vehicles,  find 
vehicle  status  information  and  instructions  for  obtaining  the  release  of  a  vehicle.  A  working  version  of 
this  website  (www.autoretumxom)  is  already  in  place  for  the  AutoRetum’ s  San  Francisco  operations. 
For  The  City,  this  website  will  allow  customers  to  process  payment  by  credit  or  debit  cards  on-line, 
providing  vehicle  owners  with  full  self-service  capabilities. 

The  AutoRetum  website  can  be  easily  integrated  with  the  City’s  website  in  a  variety  of  ways.  The 
simplest  would  be  for  a  redirect  link  to  be  added  to  the  City’s  website  that  routes  users  that  would  like 
to  search  for  vehicles  within  the  AutoRetum  inventory  to  the  AutoRetum  website.  Alternatively,  the 
search  capabilities  could  be  imbedded  inside  the  City’s  website  through  the  use  of  secure  web  services. 
At  no  charge,  AutoRetum  can  provide  the  City  simple  web  service  request  capabilities  (SOAP,  REST, 
XML,  etc.)  that  would  allow  vehicle  searching  capabilities  to  be  provided  from  within  the  City’s 
website  without  re-directing  users  to  the  external  AutoRetum  website.  The  same  capabilities  could  be 
supported  for  vehicle  searching,  finding  vehicle  status  information  and  instructions  for  obtaining  the 
release  of  a  vehicle. 

The  vehicle  search  page  (www.autoretum.com/find/index.nhn)  is  illustrated  on  the  following  page  and 
provides  customers  a  variety  of  ways  to  search  for  vehicles  using  any  of  the  following  criteria: 

■  Vehicle  license  number  and  state  code 

*  Vehicle  identification  number  (“VIN”) 

■  Vehicle  Make 

*  Vehicle  Model 

*  Vehicle  Year 

*  Vehicle  Color 

■  Tow  Date 
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AutoReturn  Public  Website  -  Vehicle  Search  Screen 
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7.  Reports  and  Information  Monitoring 

One  of  AutoRetum’ s  strongest  beliefs  is  in  the  power  of  “information  when  you  need  it,  how  you  need 
it,  and  where  you  need  it.”  This  section  provides  the  details  of  how  the  required  information  is  made 
accessible  to  all  of  the  stakeholders  for  AutoRetum’s  business  operations: 

■  City  officials  who  require  access  to  a  wide  array  of  information 

■  Auto  Return  employees  who  are  ultimately  responsible  for  the  accuracy  of  the  information 

■  Towing  subcontractor  owners,  managers,  and  tow  truck  operators 

■  Customers  who  need  assistance  with  the  retrieval  of  their  vehicles 

■  Auction  buyers  and  other  vehicle  disposal  partners 


ARIES  has  been  designed  from  the  ground  up  to  meet  the  differing  needs  of  each  of  these  separate 
groups.  Most  simply  stated,  the  fundamental  objective  of  AutoRetum’s  ARIES  technology 
infrastructure  is  to  provide  a  platform  for  the  following: 

■  Capturing  and  managing  all  of  the  essential  operational  data  for  the  company’s  towing,  impound 
management,  customer  service,  and  disposal  operations. 

■  Delivering  this  information  in  real-time  to  all  key  stakeholders  who  play  a  role  in  the  operational 
processes  -  this  is  the  focus  of  this  section 


The  system  provides  essential  information  to  the  individuals  that  require  it  in  the  following  ways: 

■  Traditional  Reports  -  ARIES  provides  a  robust  collection  of  real-time  reporting  capabilities  that 
ensure  the  absolute  “transparency”  of  AutoRetum’s  operations.  In  San  Francisco  alone, 
AutoRetum  generates  and  delivers  electronically  over  30  reports  on  a  daily,  weekly,  monthly,  or 
quarterly  basis.  AutoRetum  is  confident  that  nearly  all  of  the  City’s  reporting  requirements  can  be 
met  through  existing  reports,  with  minimal  customization  required.  Any  specific  reports  that  are 
unique  to  the  City  can  be  developed  quickly,  leveraging  existing  reports. 

All  standard  ARIES  reports  can  be  run  on  an  ad  hoc  basis  or  automated  schedule  (daily,  weekly, 
monthly,  quarterly  etc.)  and  are  available  in  a  variety  of  electronic  formats  (MS  Excel,  Adobe 
PDF,  CSV,  etc.).  All  reports  can  be  delivered  to  the  City  and  other  City  officials  via  FTP  file 
sharing  websites  (FTP  over  SSL),  secure  web  pages  (HTTPS),  email  (including  secure  email),  or 
automated  fax. 

•  Proactive  Monitoring  Tools  -  AutoRetum’s  systems  continuously  record  more  information  than 
can  be  consumed  by  the  most  information  savvy  users.  When  the  essential  elements  of  this 
information  are  made  accessible  in  a  user-friendly  format,  AutoRetum  managers  and  supervisors 
become  empowered  to  proactively  manage  the  business  to  ensure  that  all  of  the  targeted  service 
levels  of  both  City  officials  and  customers  are  met  consistently. 

•  Automated  Alerts  and  Notifications  -  Many  problems  can  be  identified  as  soon  as  they  occur  if 
the  systems  that  are  used  to  manage  the  affected  process  area  are  designed  to  monitor  for  important 
exceptions  and  threshold  conditions.  AutoRetum  continuously  looks  for  opportunities  to  take  any 
issue  that  could  repeat  itself,  to  not  only  resolve  the  isolated  instance  of  the  problem,  but  to  also 
configure  new  business  rules  into  the  relevant  ARIES  applications  to  monitor  for  the  condition  and 
alert  the  appropriate  person  should  the  condition  occur  in  the  future. 

•  Publicly  Available  Information  -  From  its  inception,  AutoRetum  has  subscribed  to  the  belief  that 
the  more  “transparent”  our  operations  become,  the  more  confident  the  company  can  be  that  its 
operations  are  meeting  or  exceeding  the  expectations  of  both  our  municipal  customers  and  the 
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public  at  large.  AutoRetum  provides  the  public  with  numerous  tools  for  accessing  information 
from  our  self-service  phone  systems  and  public  website. 


Traditional  Reports:  Available  "On-Demand”  and  “Via  Automated  Scheduling" 

AutoRetum  provides  extensive  reports  across  all  aspects  of  its  operations.  The  City  will  have  direct 
visibility  and  insight  into  each  functional  area  with  both  summarized  and  detailed  reporting.  Reports 
include: 

■  Tow  request,  dispatch  and  response  time  management 

■  Towing  volumes  by  category 
*  Inventory  management 

■  Vehicle  release 

■  Vehicle  disposal 


The  following  pages  provide  a  sampling  of  the  standard  AutoRetum  reports.  Additionally,  AutoRetum 
has  provided  additional  examples  in  Appendix  K:  AutoRetum  Sample  Reports. 

Traditional  Reports:  Tow  Reporting 

ARIES  supports  a  variety  of  towing  information  reporting  capabilities.  The  “Towing  Activity  Report” 
includes  information  about  all  tows,  including  all  relevant  tow  details.  The  monthly  report  can  be 
generated  as  a  detailed  report  itemizing  each  individual  tow  or  a  summary  report  that  provides  the 
quantities  of  vehicles  towed  by  towing  subcontractor,  geographic  zone,  requesting  precinct,  and  /  or 
tow  category  groups.  The  report  is  provided  as  a  real-time,  user-friendly  report  that  can  be  run  at  any 
time  for  any  given  periods. 

Additionally,  the  “Towing  Activity  Report”  data  is  maintained  in  the  AutoRetum  Data  Warehouse, 
allowing  an  unlimited  generation  of  ad  hoc  reports.  The  custom  reports  can  be  developed  to  meet 
specific  requirements  provided  by  the  City  and  the  generation  and  electronic  distribution  of  the  report 
can  be  set  up  as  a  periodic,  automated  process.  The  following  two  images  provide  an  example  of  a 
towing  information  summary  report  by  towing  category  presented  as  both  a  table  and  a  graph.  The 
third  image  is  a  sample  detail  report. 
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AutoReturn  Towing  Activity  Report  -  Tow  Volume  by  Category  -  Summary  View 


AutoReturn  -  Monthly  Operational  Summary 
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ARIES  Technology  Platform 


AutoReturn  Towing  Activity  Report  -  Tow  Volume  by  Category  -  Graphical  View 


Tow  Volume  Comparison  by  Category 


Tow  Category 
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AutoReturn  Towing  Activity  Report  -  Detail 


ARIES  Technology  Platform 


Traditional  Reports;  InvetUoty  Management 

ARIES  provides  real-time  inventory  management  through  user-friendly  reporting  capabilities.  The 
reports  provide  a  “snapshot”  of  all  vehicles  held  in  storage  for  all  the  lot  locations,  for  a  single  lot,  or  a 
subset  of  lots.  The  reporting  provides  summary  information  regarding  the  number  of  vehicles  held  in 
storage  as  well  as  a  detailed  listing  of  each  vehicle.  The  following  image  provides  an  example  of  how 
a  user  can  execute  the  Summary  report  within  DTS.  It  is  followed  by  sample  output  of  the  “Storage 
Report  -  Summary”  and  “Storage  Report  -  Detail,”  both  in  MS  Excel  format. 


Storage  Report  -  Execution 
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ARIES  Technology  Platform 


Storage  Report  -  Summary  Results 


AutoReturn  Vehicle  Storage  Summary 

December  31,  2007 
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Storage  Report  -  Detailed  Results 
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ARIES  Technology  Platform 


Invoicing 

As  with  the  towing  activity  and  inventory  management  information,  ARIES  provides  automated,  real¬ 
time  reports  to  extract  billing  invoice  and  payment  information  from  the  system.  This  data  can  be  used 
to  feed  financial  reporting  and  accounting  activities  outside  of  the  system.  All  of  the  report  data  can  be 
extracted  in  variety  of  electronic  formats  (Microsoft  Excel  spreadsheet,  Adobe  PDF  file,  CSV  file,  and 
XML)  that  can  be  used  as  an  electronic  feed  of  information  for  downstream  processes. 

Two  of  the  most  useful  reports  are  the  “Sales  Analysis  Report”  that  provides  detailed  information  on 
invoices  organized  by  service  price  item  “codes”  for  account  summarization  and  the  “Payments 
Received  Report”  that  provides  the  detailed  information  for  all  payments  processed  within  the  system. 
The  billing  invoice  and  payment  information  is  maintained  in  the  Data  Warehouse,  which  facilitates 
custom  reporting  and  automated  data  extraction  for  integration  with  downstream  financial  reporting 
and  accounting  applications.  Examples  of  these  two  reports  are  depicted  on  the  following  pages. 
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ARIES  Technology  Platform 


Proactive  Monitoring  Tools;  Ensuring  Required  Service  Levels 

AutoRetum  seeks  to  arm  is  employees  with  the  tools  that  allow  them  to  proactively  be  successfully  in 
meeting  required  service  levels  and  performance  targets.  AutoRetum  has  developed  a  variety  of  tools 
that  collectively  enable  the  company  to  meet  its  performance  goals  and  the  expectations  of  its 
municipal  customers.  These  tools  include: 

■  Integrated  “Dashboard”  for  monitoring  (see  screen  image  below): 

Walk-in  service  times 
Call  Center  response  times 
Tow  response  times 

■  Real-time  statistics  on  service  metrics 

■  Automated  alerts  when  service  levels  approach  critical  thresholds 

■  Detailed  reporting  of  historical  service  metrics 

Used  to  optimize  head  count 

Utilized  to  schedule  resources  based  on  real  business  needs 

AutoRetum  Dashboard:  Proactive  Service  Level  Management 
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Automated  Alerts  and  Notifications:  Resolving  Problems  in  Real-Time 

All  of  the  crucial  reporting  information  across  the  ARIES  applications  components  is  maintained  in  a 
centralized  Data  Warehouse  that  is  refreshed  twice  daily  to  keep  the  information  up-to-date  at  all 
times.  Automated  processes  are  configured  to  search  AutoRetum’s  Data  Warehouse  for  specific  data 
scenarios  that  trigger  notifications  in  the  form  of  electronic  reports  or  email  notifications  as  desired  by 
the  City.  As  an  example  taken  from  other  municipalities,  this  capability  can  completely  automate 
notification  to  the  Chief  of  Police  (or  designee)  providing  information  about  vehicles  that  have  been  in 
storage  in  excess  of  30  days.  AutoRetum  can  work  with  City  officials  to  identify  various  types  of 
useful  notifications  of  interest  to  the  City  and  then  configure  the  necessary  business  rules  and 
notification  methods. 

Publicly  Available  Information:  Phone  and  Web  Self-Service 

AutoRetum  offers  easy  to  use,  self-service  options  to  customers  through  both  its  automated  phone 
system  and  its  public  website.  Customers  are  able  to  use  either  system  to  easily  search  for  information 
related  to  their  vehicle  and  find  clear  instructions  on  how  to  obtain  the  release  of  their  vehicle.  Both 
systems  offer  vehicle  owners  in  The  City  the  option  of  processing  self-service  payments  over  the 
phone  or  though  the  Internet.  This  option  can  speed  the  process  of  vehicle  retrieval.  Customers  can 
also  request  that  the  vehicle  be  towed  back  to  another  location  through  AutoRetum’s  “Tow  Back” 
service. 

The  AutoRetum  website  provides  easy  access  to  a  wide  range  of  helpful  information  that  demonstrates 
AutoRetum’s  commitment  the  open  sharing  of  information: 

■  On-line  maps  and  directions  to  AutoRetum  facilities 

■  Answers  to  “Frequently  Asked  Questions” 

■  Resources  and  Links  to  a  wide  range  of  information: 

Towing,  storage,  and  related  fee  schedules 
On-line  complaint  submission  forms 
On-line  claim  submission  forms 

Downloadable  copies  of  AutoRetum’s  contract  with  the  City 
Links  to  City  agency  websites  of  interest  to  customers 
AutoRetum  policies  and  procedural  documentation 

■  Weekly  Vehicle  Auction  Information  (see  website  image  on  following  page): 

Vehicle  list  for  upcoming  auctions 

Auctions  results  for  prior  auctions 

Photos  of  featured  vehicles  for  upcoming  auctions 

Auction  rules,  terms,  and  conditions 


AutoRetum 


Proprietary  and  Confidential  to  AutoRetum 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


51 


ARIES  Technology  Platform 


AutoReturn  Website  -  Vehicle  Sales  Information 
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ARIES  Technology  Platform 


8.  Integrating  ARIES  with  Governmental  Systems 

To  make  joint  processes  between  AutoRetum  and  the  City  more  efficient,  AutoRetum  can  work  with 
City  IT  staff  to  integrate  ARIES  with  a  variety  of  City  systems,  such  as  computer  aided  dispatch 
(“CAD’*)  systems,  citation  management  systems,  311  websites  and  call  centers,  etc.  While  AutoRetum 
can  deploy  its  core  ARIES  applications  on  computer  workstations  within  the  City  as  web  based 
applications  requiring  nothing  more  than  an  Internet  browser,  the  City  may  find  it  more  useful  to 
utilize  its  own  systems  for  selected  transactions,  such  as  creating  new  tow  requests.  AutoRetum  can 
work  with  the  City’s  internal  information  technology  (“IT”)  resources  to  scope  out  the  requirements 
for,  design,  and  develop  secure  methods  of  integrating  ARIES  with  one  of  more  City  systems. 

Integration  Philosophy  and  Proven  Experience 

This  section  provides  background  on  the  AutoRetum  approach  to  law  enforcement  agency 
integrations.  It  outlines  our  philosophy,  our  high-level  technical  approach  and  our  typical  project  plan. 
The  specific  integration  approaches  were  initially  developed  by  AutoRetum’s  software  partner,  DTS, 
for  two  law  enforcement  agency  system  integrations  that  are  in  place  today  for  San  Diego  Police 
Department  and  the  Orange  County  Sheriffs  Department. 

The  ARIES  and  DTS  architectures  were  designed  with  integrations  in  mind  and  these  types  of 
integrations  can  be  a  vital  part  of  the  solution  for  municipal  customers  such  as  the  City.  As  stated 
above,  DTS  has  successfully  implemented  these  types  of  integrations  in  law  enforcement  agency 
environments.  Both  AutoRetum  and  DTS  recognize  that  security  issues  dictate  the  overall  technical 
approach  and  design  of  integrations  with  law  enforcement  agency  systems.  The  proposed  approach  is 
to  remain  flexible  so  that  an  integration  scheme  can  be  designed  that  satisfies  all  security  concerns  and 
has  a  limited  impact  on  security  policies  and  agency  resources. 

Technical  Approach 

The  typical  approach  is  to  place  an  integration  server  on  site  at  the  agency.  This  stand-alone  device 
serves  as  a  relay  station  transmitting  data  between  the  ARIES  application  servers  and  the  on-site  law 
enforcement  systems  (the  target  system).  The  integration  server  is  loaded  with  two  programs  and 
nothing  else  that  could  compromise  the  security  of  the  integration  solution.  One  program  interacts 
with  the  ARIES  data  center  via  XML  over  HTTPS  (or  other  preferred  file  format  and  protocol).  The 
other  program  is  developed  specially  for  the  agency  in  accordance  with  the  agency  guidelines  and 
methodologies  and  interacts  with  the  targeted  agency  system.  The  agency’s  IT  resources  maintain 
complete  control  over  the  integration  server  and  the  custom  program  at  all  times.  After  the  integration 
effort  is  completed,  AutoRetum  system  administrators  have  no  access  to  the  integration  server. 

Project  Approach 

DTS  approaches  Integration  projects  using  a  methodical  project  plan  designed  to  eliminate  risk  and 
tread  lightly  on  agency  resources.  Our  typical  project  plan  has  the  following  steps: 

■  Planning 

*  Detail  design 

■  Coding  and  complete  testing  (includes  unit,  integration,  and  acceptance  testing) 

■  Installation  and  configuration 

■  System  testing 

■  “Go  live”  sign  off  and  post  “go  live”  follow-up  meetings 

■  Support  and  monitoring 


AutoRetum  53 

Proprietary  and  Confidential  to  AutoRetum 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


ARIES  Technology  Platform 


High-Level  Integration  Technical  Approach 
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Additional  servers,  firewalls,  replication  servers  and  connectivity  paradigms  may  be  added  based  on 
the  specific  security  and  operational  needs  of  the  City. 

ARIES  will  inter-operate  with  virtually  any  protocol  or  methodology.  AutoRetum’s  goal  is  to  work 
out  a  technical  approach  and  select  a  transmission  methodology  that  will  best  suit  the  situation  based 
on  security  and  operational  requirements.  Below  is  a  partial  list  of  some  of  the  file  formats  that  can  be 
accommodated: 

-  XML 

■  Flat  ASCII  files 

•  CSV 

•  Microsoft  Excel  spreadsheets 


These  file  formats  can  be  supported  over  the  following  transmission  protocols: 

■  HTTP  /  HTTPS 

■  FTP  /  SFTP 

■  SMTP 

■  SOAP  /  REST 

■  ODBC 

■  TCP  /  IP 

■  SSH 

■  RS-232 
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Appendix  K:  AutoReturn  Sample  Reports 


The  ARIES  system  provides  a  robust  collection  of  real-time  reporting  capabilities  that  ensure  the 
absolute  “transparency”  of  AutoRetum’s  operations.  In  San  Francisco  alone,  AutoReturn  generates 
and  delivers  electronically  over  30  reports  on  a  daily,  weekly,  montly,  or  quarterly  basis.  AutoReturn 
is  confident  that  nearly  all  of  the  Chicago  reporting  requirements  can  be  met  through  existing  reports, 
with  minimal  customization  required.  Any  specific  reports  that  are  unique  to  the  City  can  be 
developed  quickly,  leveraging  existing  reports. 

AutoRetum’s  reporting  capabilities  are  discussed  in  Section  VI.A.i  -  Auto  Pound  Hardware  and 
Software.  Below  is  a  set  of  sample  reports,  including: 

■  Towing  Activity  Report 

■  Vehicle  Storage  Summary  Report 

■  Tow  Response  Summary  Report 

■  Walk  in  Service  Report 

■  Phone  Service  Report 

■  Vehicle  Hold  Summary  Report 

■  Weekly  Management  Report  to  Department  of  Transportation 

■  Lien  Status  Report 

■  Tow  Sub  Contractor  Quarterly  Performance  Audit  Report 

■  Master  Claims  Log  Report 

■  Monthly  Tow  Summary  Report 

■  Sales  Analysis  Report 

•  Payment  Received  Report 
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AutoRetum  Vehicle  Storage  Summary 

December  31,  2008 


Tow  Response  Summary 

Start  Date:  12/01/2008  00:00 
End  Date:  01/01/2009  00:00 


Time  Interval  (days):  31 


Peak? 

On  Time? 

Results 

Peak 

On  Time 

#  of  Tow  Requests 

689 

%  of  All  Tows 

99.7% 

Avg.  Response  (min) 

12.78 

Avg.  Late  Interval  (min) 

not  applicable  \ 

#  of  Extension  Requests 

1 

Late 

#  of  Tow  Requests 

2 

%  of  All  Tows 

0.3% 

Avg.  Response  (min) 

41.11 

Avg,  Late  Interval  (min) 

6.11 

#  of  Extension  Requests 

0 

All  Tows 

#  of  Tow  Requests 

691 

Avq.  Response  (min) 

12.86 

Avg.  Late  Interval  (min) 

6.11 

#  of  Extension  Requests 

1 

Non-Peak 

On  Time 

#  of  Tow  Requests 

2136 

%  of  All  Tows 

97.4% 

Avg.  Response  (min) 

11.86 

Avg.  Late  Interval  (min) 

not  applicable 

#  of  Extension  Requests 

12 

Late 

#  of  Tow  Requests 

57 

%  of  All  Tows 

2.6% 

Avg,  Response  (min) 

31.48 

Avg.  Late  Interval  (mrn) 

6.48 

#  of  Extension  Requests 

0 

All  Tows 

#  of  Tow  Requests 

2193 

Avg.  Response  (min) 

12.37 

Avg.  Late  Interval  (min) 

6.48 

#  of  Extension  Requests 

12 

All  Tows 

On  Time 

#  of  Tow  Requests 

2825 

%  of  All  Tows 

98.0% 

Avg.  Response  (min) 

12.09 

Avg.  Late  Interval  (min) 

not  applicable 

#  of  Extension  Requests 

13 

Late 

#  of  Tow  Requests 

59 

%  of  All  Tows 

2.0% 

Avg.  Response  (min) 

31.80 

Avg,  Late  Interval  (min) 

6.46 

#  of  Extension  Requests 

0 

All  Tows 

#  of  Tow  Requests 

2884 

Avg.  Response  (min) 

12.49 

Avg.  Late  Interval  (min) 

6.46 

#  of  Extension  Requests 

13 
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Walk  In  Service  Report 


Start  Time:  12/01/2008  00:00 

End  Time:  01/01/2009  00:00 

NOTE:  only  good  for  up  to  8000  lines  of  data  -  apx.  one  month 


Area 

Number 

% 

#  of  Customers  Serviced 

4572 

#  of  Customers  Waiting  >10  mins 

38 

0.8% 

Fine  if... 

>5% 

#  Abandoned 

1 

#  Cancelled 

357 

Agent 

Number  Served 

Avg  Time 

1 

72 

4.1 

2 

651 

1.7 

3 

0 

#DIV/0! 

4 

439 

2.3 

5 

126 

0.7 

6 

132 

3.9 

7 

0 

#DIV/0l 

8 

128 

0.1 

9 

4 

2.9 

10 

302 

4.0 

11 

482 

3.0 

12 

609 

4.6 

13 

514 

1.9 

14 

380 

3.4 

15 

271 

5.0 

16 

415 

3.3 

17 

47 

1.7 

18 

162 

3.6 

19 

10 

3.5 

20 

124 

3.2 

21 

12 

3.4 

22 

1 

1.1 
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Phone  Service  Report 


Start  Time:  09/01/2008 

End  Time:  10/01/2008 

NOTE:  20,000  calls  only,  about  1  month,  use  other  template  if  more  data  needed 
Actual  Data  per  date  range  (must  be  <20,001)  14364 


Item 

Value 

%  of  Total 

Limit 

Total  non-abandoned  calls 

14115 

98% 

na 

Dispatch  calls 

5536 

39% 

na 

Dispatch  answered  >30  seconds 

187 

3.4% 

5% 

Dispatch  answered  >90  seconds 

4 

0.1% 

0% 

Total  Service  Calls 

8579 

61% 

na 

Peak  Service  Calls  (New  Definition) 

7773 

91% 

na 

Peak  Service  answered  3  to  10  minutes  (New  Definition) 

78 

1.4% 

5% 

Peak  Service  answered  >10  minutes  (New  Definition) 

3 

0.1% 

0% 

Non-Peak  Service  Calls  (New  Definition) 

Non-Peak  Service  answered  3  to  10  minutes  (New 

806 

9% 

na 

Definition) 

Non-Peak  Service  answered  >10  minutes  (New 

8 

1.0% 

na 

Definition) 

3 

0.4% 

na 

#  of  abandoned 

249 

1.7% 

na 

avg  wait  time  for  abandoned  (sec) 

23 

na 

Total  calls  (service,  dispatch,  abandoned) 

14364 

Average  wait  time  (seconds)  for  all  calls 

11 

Monday 

2515 

18% 

Tuesday 

2818 

20% 

Wednesday 

2278 

16% 

Thursday 

2165 

15% 

Friday 

2122 

15% 

Saturday 

1309 

9% 

Sunday 

1157 

8% 

Agent 

#  service  calls 

avg  length  (min) 

CSDI-s 

219 

4.7 

CSDI-d 

2 

3.7 

CSD2-S 

808 

3.5 

CSD2-d 

0 

4.0 

CSD3-S 

384 

4.0 

CSD3-d 

4 

4.5 

CSD4-S 

368 

2.9 

CSD4-d 

3 

4.0 

CSDS-s 

73 

3.4 

CSD5-d 

4 

3.6 

CSD6-s 

210 

3.9 

CSD6-d 

356 

2.6 

CSD7-S 

8 

4.0 

CSD7-d 

627 

0.4 

CSD8-S 

1 

3.7 

CSD8-d 

605 

1.7 

CSD9-S 

1 

2.8 

CSD9-d 

39 

3.4 

CSDIO-s 

7 

3.3 

CSDIO-d 

548 

0.0 

CSDII-s 

0 

5.3 

CSDII-d 

127 

3.3 

CSD12-S 

1 

4.9 

CSD12-d 

283 

3.2 
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AutoReturn  Vehicle  Hold  Summary 

December  28,  2008 


CATEGORY 

TYPE 

COUNT 

ADMINISTRATIVE 

EXP  REG 

45 

ADMINISTRATIVE 

LIEN  EXCEP 

4 

ADMINISTRATIVE 

PD-RLSE-RQ 

0 

ADMINISTRATIVE 

STOP 

591 

ADMINISTRATIVE 

TITLE  VHCL 

159 

ADMINISTRATIVE 

TR  ADMIN 

110 

SUBTOTAL 

909 

DMV 

DMV 

1 

DMV 

OPPOSITION 

26 

SUBTOTAL 

27 

INVESTIGATIVE 

ARSON 

9 

INVESTIGATIVE 

AUTO 

14 

INVESTIGATIVE 

BURGLARY 

3 

INVESTIGATIVE 

CSI 

1 

INVESTIGATIVE 

DOM 

0 

INVESTIGATIVE 

FRAUD 

1 

INVESTIGATIVE 

GANG 

15 

INVESTIGATIVE 

GEN  WORKS 

10 

INVESTIGATIVE 

HIT -RUN 

59 

INVESTIGATIVE 

HOMICIDE 

151 

INVESTIGATIVE 

JUVENILE 

0 

INVESTIGATIVE 

MSSNG  PRSN 

3 

INVESTIGATIVE 

NARCOTICS 

2 

INVESTIGATIVE 

NIV 

0 

INVESTIGATIVE 

NOID 

26 

INVESTIGATIVE 

PRINTS 

4 

INVESTIGATIVE 

ROBBERY 

11 

INVESTIGATIVE 

SEX  CRIMES 

3 

INVESTIGATIVE 

SIV 

1 

INVESTIGATIVE 

STOLEN 

4 

INVESTIGATIVE 

UNKNOWN 

3 

INVESTIGATIVE 

VIOLENT 

0 

INVESTIGATIVE 

VICE 

1 

SUBTOTAL 

321 

AR  MGMT 

AR  MGMT 

11 

UTID 

UTID 

8 

SUBTOTAL 

19 

TOTAL 

1,276 
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wWxiy  Management  Report  to  DPT  San  Francisco  AutoReidr 
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AutoReturn 

Lien  Status  Report 
1/1/2009 


Status 

Statistic 

Value 

Units 

LIEN  STARTED 

LI 

Average  of  Tow  to  Start 

6.33 

days 

Average  of  Start  to  Clear 

19.76 

days 

Average  of  Clear  to  Current 

8.13 

days 

Count  of  DR  No 

51 

count 

L2 

Average  of  Tow  to  Start 

6.72 

days 

Average  of  Start  to  Clear 

33.80 

days 

Average  of  Clear  to  Current 

9.73 

days 

Count  of  DR  No 

615 

count 

L3 

Average  of  Tow  to  Start 

6.14 

days 

Average  of  Start  to  Clear 

176.13 

days 

Average  of  Clear  to  Current 

2.00 

days 

Count  of  DR  Nu 

258 

count 

OUT  OF  STATE  LIENS 

LI 

Average  of  Tow  to  Start 

Average  of  Start  to  Clear 

Average  of  Clear  to  Current 

Count  of  DR  No 

9.00 

16.00 

15.00 

2.00 

days 

days 

days 

count 

L2 

Average  of  Tow  to  Start 

6.58 

days 

Average  of  Start  to  Clear 

33.50 

days 

Average  of  Clear  to  Current 

27.80 

days 

Count  of  DR  No 

14 

count 

L3 

Average  of  Tow  to  Start 

6.65 

days 

Average  of  Start  to  Clear 

184.00 

days 

Average  of  Clear  to  Current 

2.00 

days 

Count  of  DR  No 

33 

count 

AutoReturn 
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AutoReturn 

Lien  Status  Report 
1/1/2009 


Status 


NOT  STARTED 


Statistic 


Average  of  Tow  to  Current 
Count  of  DR  No 


Average  of  Tow  to  Current 
Count  of  DR  No 


Average  of  Tow  to  Current 
Count  of  DR  No 


Value 


6.00 

4 


5.80 

51 


5.08 

12 


EXCEPTION  COUNT 


LI 

Count 

25 

count 

L2 

Count 

92 

count 

L3 

Count 

21 

count 

Total 

Count 

138 

count 

MISSING  LIEN  TYPE 


Average  of  Tow  to  Current 

31.73 

Count 

11 

Categories  of  Vehicles  Excluded  from  Statistical  Analysis: 


1)  Vehicle  with  Surrendered  Titles  (lien  sale  process  does  not  appl 


2)  SFPD  Active  Investigative  Hold  Vehicles  (liens  do  not  start  until  after  hold  release 


3)  Lien  Oppositions  (lien  sale  process  being  contested 


4}  AutoReturn  Holds  (vehicles  not  in  the  standard  lien  process  due  to  special  circumstances 


5)  Vehicles  DMV  VLT  Stop  Holds  (lien  sale  process  on  hold  per  the  DMV 


6)  UTID  Vehicles  (SFPD  designated  "unable  to  ID"  vehicles  -  scheduled  to  be  destroyed 


7)  Pre-Contract  Tows  (vehicles  not  in  above  categories  towed  prior  to  July  31 ,  2005 


8)  Vehicles  impounded  for  less  than  72  hours  (liens  cannot  be  started  until  after  72  hours 


Count 


172 


313 


25 


10 


1 


8 


1 


63 


NOTE:  In  the  "Value "  column,  the  text  that  appears  as  "#DIV/0l "  or  "#REF!”  indicates  that  there  are  zero 
tow  entries  that  fit  into  the  category  for  the  given  row  in  the  chart  (for  the  current  reporting  cycle J. 
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AutoReturn  Tow  Subcontractor  Quarterly  Performance  Audit  -  Report  #21 
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AutoRetum  Monthly  DPT  Reporting  -  Monthly  Tow  Summary 
December  2008 


Sales  Analysis  Report 


San  Francisco  AutoRetum 

Date  Range:  12/01/2008  To:  12/31/2008  Report  Date:  03/31/2009 


No 

Coll  No 

DR  No 

Guslomer 

License 

State 

Invoice1  Date 

Invoice 

Service  Type 

Quantity 

Unit  Price 

Service  Total 

Tax 

1 

0000000279791 

712111013 

SFPDX 

7AOX929 

CA 

12/12/2008 

951572 

ADMIN 

1 

70.50 

70.50| 

0.00 

2 

0000000279791 

712111013 

SFPDX 

7AOX929 

CA 

12/12/2008 

951572 

StorePsngr 

297 

51.50 

13,937.75 

0.00 

3 

0000000279791 

712111013 

SFPDX 

7AOX929 

CA 

12/12/2008 

951572 

StorePsngr 

101 

51.50 

5,201.50! 

0.00 

9 

0000000279791 

712111013 

SFPDX 

7AOX929 

CA 

12/12/2008 

951572 

TowP 

198.25 

198.25 

0.00 

5 

0000000279791 

712111013 

SFPDX 

7AOX929 

CA 

12/12/2008 

951572 

TransferFe 

23.50 

23.50 

0.00 

9 

0000000279791 

712111013 

SFPDX 

7AOX929 

CA 

12/12/2008 

951572 

ExDllyFlat 

92.75 

92.75 

0.00 

7 

0000000279791 

712111013 

SFPDX 

7AOX929 

CA 

12/12/2008 

951572 

WaiverAuto 

-18,999.25 

-18.999.25 

0.00 

8 

0000000289599 

801311100 

SFPDX 

7P5OD0 

CA 

12/29/2008 

953899 

WalverAuto 

-19,999.00 

-19,999.00 

0,00 

9 

0000000289599 

801311100 

SFPDX 

7P5OD0 

CA 

12/29/2008 

953899 

ADMIN 

70.50 

70.50 

0.00 

10 

0000000289599 

801311100 

SFPDX 

7P5OD0 

CA 

12/29/2008 

953899 

StorePsngr 

329 

51.50 

19.707.25 

0.00 

11 

0000000289599 

801311100 

SFPDX 

7P5OD0 

CA 

12/29/2008 

953899 

TowP 

198.25 

198.25 

0.00 

12 

0000000289759 

801311118 

SFPDX 

7P5OD0 

CA 

12/29/2008 

953853  | 

ADMIN 

70.50 

70.50 

0.00 

13 

0000000289759 

601311118 

SFPDX 

7P5OD0 

CA 

12/29/2006 

953853 

StorePsngr 

329 

51.50 

19.707.25 

0.00 

19 

0000000289759 

801311118 

SFPDX 

7P5OD0 

CA 

12/29/2008 

953853 

TowP 

198.25 

198.25 

0.00 

15 

0000000289759 

801311118 

SFPDX 

7P5OD0 

CA 

12/29/2008 

953853 

ExDllyFlat 

92.75 

92.75 

0.00 

19 

0000000289759 

801311118 

SFPDX 

7P5OD0 

CA 

12/29/2008 

953853 

WaiverAuto 

-19,988.75 

-19,988.75 

0.00 

17 

0000000290121 

802031058 

SFPDX 

909TBC 

CA 

12/23/2008 

953900 

IS-ASCS 

990.00 

990.00 

0.00 

18 

0000000290121 

802031058 

SFPDX 

909TBC 

CA 

12/23/2008 

953900 

LS-AUC 

9,900.00 

9,900.00 

0.00 

19 

0000000307298 

809291079 

SFPDX 

7LNZ759 

CA 

12/17/2008 

952599 

LS-ASC9 

105.00 

105.00 

0.00 

20 

0000000307298 

809291079 

SFPDX 

FLNZ759 

CA 

12/17/2008 

952599 

LS-AUC 

900.00 

900.00 

0.00 

21 

0000000312059 

805181100 

SFPDX 

0A6YL7 

CA 

12/17/2008 

952980 

LS-ASC3 

80.00 

80.00 

0.00 

22 

0000000312059 

805181100 

SFPDX 

0A6YL7 

CA 

12/17/2008 

952900 

LS-AUC 

375.00 

375.00 

0.00 

23 

0000000312908 

805201050 

SFPDX 

9AZN777 

CA 

12/23/2008 

953595 

LS-AUC 

2.900.00 

2.900.00 

0.00 

29 

0000000312908 

805201050 

SFPDX 

9AZN77? 

CA 

12/23/2008 

953595 

LS-ASC7 

230.00 

230.00 

0.00 

25 

0000000313971 

805280091 

SFDPTX 

9ALE152 

CA 

12/17/2008 

952551 

LS-ASC5 

190.00 

190.00 

0.00 

29 

0000000313971 

805280091 

SFDPTX 

9ALE152 

CA 

12/17/2008 

952551 

LS-AUC 

1,100.00 

1,100.00 

0.00 

27 

0000000319711 

805311099 

SFPDX 

9NUV998 

CA 

12/17/2008 

952929 

LS-ASC5 

190.00 

190.00 

0.00 

28 

0000000319711 

805311099 

SFPDX 

9NUV998 

CA 

12/17/2008 

952929 

LS-AUC 

1,050.00 

1,050.00 

0.00 

29 

0000000319770 

809011008 

SFPDX 

5YNX999 

CA 

12/17/2008 

952383 

LS-ASC9 

105.00 

105.00 

0.00 

30 

0000000319770 

809011008 

SFPDX 

5YNX999 

CA 

12/17/2008 

952383 

LS-AUC 

050.00 

950.00 

0.00 

31 1 

0000000319929 

809020058 

SFDPTX 

5J88592 

CA 

12/17/2008 

952598 

LS-ASC9 

105.00 

105.00 

0.00 

32 

0000000319929 

809020058 

SF 

5J88592 

CA 

12/17/2008 

952598 

LS-AUC 

950.00 

950.00 

0.00 

33 

0000000315999 

809051035 

SFPDX 

8V1PB0 

CA 

12/3/2008 

999952 

LS-AUC 

2.900.00 

2,900.00 

0.00 

39 

0000000315999 

609051035 

SFPDX 

8V1PB0 

CA 

12/3/2008 

999952 

LS-ASC8 

290.00 

290.00 

0.00 

35 

0000000319398 

809091035 

SFPDX 

9PDX799 

CA 

12/17/2008 

952993 

LS-ASC8 

350.00 

350.00 

0.00 

39 

0000000319398 

809091035 

SFPDX 

9PDX799 

CA 

12/17/2008 

952993 

LS-AUC 

3,500.00 

3,500.00 

0.00 

37 

0000000317095 

809120033 

SFDPTX 

8G99979 

CA 

12/30/2008 

959900 

LS-AUC 

2,500.00 

2,500.00 

0.00 

36 

0000000317095 

809120033 

SFDPTX 

8G99979 

CA 

12/30/2008 

959900 

LS-ASC8 

250.00 

250.00 

0.00 

39 

0000000317510 

809131099 

SFPDX 

5LGY901 

CA 

12/30/2008 

959970 

LS-ASC5 

190.00 

190.00 

0.00 

90 

0000000317510 

809131099 

SFPDX 

5LGY901 

CA 

12/30/2008 

959970 

LS-AUC 

1 .200.00 

1,200.00 

0.00 

91 

0000000317853 

809191052 

SFPDX 

5MFF985 

CA 

12/3/2008 

999795 

LS-AUC 

2,900.00 

2.900.00 

0.00 

92 

0000000317853 

809191052 

SFPDX 

5MFF985 

CA 

12/3/2008 

999795 

LS-ASC8 

290.00 

290.00 

0.00 

93 

0000000318325 

809180099 

SFDPTX 

9ZGV299 

CA 

12/3/2008 

999993 

LS-ASC5 

190.00 

190.00 

0.00 

99 

0000000318325 

809180099 

SFDPTX 

9ZGV299 

CA 

12/3/2008 

999993 

LS-AUC 

1,000.00 

1,000.00 

0.00 

95 

0000000319339 

809231079 

SFDPTX 

9MGR528 

CA 

12/15/2008 

953309 

LS-DISM 

300.00 

300.00 

0.00 

99 

0000000319595 

809290109 

SFDPTX 

9X99091 

CA 

12/23/2008 

953959 

LS-AUC 

9,500.00 

9,500.00 

0.00 

97 

0000000319595 

1809290109 

SFDPTX 

9X99091 

CA 

12/23/2008 

953959 

LS-ASC8 

950.00 

950.00 

0.00 

98 

0000000320052 

1809291053 

SFPDX 

9KKG912 

CA 

12/30/2008 

959902 

LS-ASC8 

290.00 

290.00 

0.00 

99 

0000000320052 

1809291053 

SFPDX 

9KKG912 

CA 

12/30/2008 

959902 

LS-AUC 

2,900.00 

2.900.00 

0.00 

50 

0000000320295 

809270118 

SFDPTX 

9LFX118 

CA 

12/23/2008 

953952 

LS-ASC5 

190.00 

190.00 

0.00 

51 

0000000320295 

809270118 

SFDPTX 

9LFX118 

CA 

12/23/2008 

953952 

LS-AUC 

1,950.00 

1,950.00 

0.00 

52 

0000000320998 

609281000 

SFPDX 

5UFY929 

CA 

12/23/2008 

953993 

LS-ASC9 

105.00 

105.00 

0.00 

53 

0000000320998 

809281000 

SFPDX 

5UFY929 

CA 

12/23/2008 

953993 

LS-AUC 

975.00 

975.00 

0.00 

59 

0000000320532 

809281090 

SFPDX 

9DZY201 

CA 

12/23/2008 

953999 

LS-AUC 

2,100.00 

2,100.00 

0.00 

55 

0000000320532 

809281090 

SFPDX 

9DZY201 

CA 

12/23/2008 

953999 

LS-ASC7 

230.00 

230,00 

0.00 

59 

0000000320810 

809301003 

SFPDX 

5SUA295 

CA 

12/23/2008 

953989 

LS-ASC6 

350.00 

350.00 

0.00 

57 

0000000320810 

809301003 

SFPDX 

5SUA295 

CA 

12/23/2008 

953969 

LS-AUC 

3.500.00 

3.500.00 

0.00 

5S 

0000000321551 

807031013 

SFPDX 

5D5DY1 

CA 

12/10/2008 

951197 

i  LS-AUC 

75.00 

75.00 

0.00 

AutoRetum 
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0000000352606 

0000000352556 

0000000352556 

0000000352607 
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0000000346423 
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0000000352460 

o 
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o 
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a 

s 

0000000352821 
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0000000352433 
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00 

CO 
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0000000352741 

0000000336020 
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CO 
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& 

0000000328410 

0000000321602 

0000000289001 

0000000283441 

811291003 

811281039 

811281039 

811291002 

811281005 

812010023 

810281014 

810281014 

812010024 

811271010 

811291032 

oa 
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00 

00 
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00 
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cn 

00 
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00 

CO 
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-N| 

811291033 

812010019 

811291021 

811301022 

809090171 

809090171 

00 

o 

00 

8 

o 

2 

807030090 

801290125 

712310040 

SFPDX 

SFPDX 

SFPDX 

SFPDX 

SFPDX 

SFDPTX 

SFPDX 

SFPDX 

SFDPTX 

SFPDX 

SFDPTX 

SFDPTX 

SFPDX 

SFDPTX 

SFPDX 

SFDPTX 

SFPDX 

SFPDX 

SFPDX 

SFPDX 

SFDPTX 

SFDPTX 

SFDPTX 

SFDPTX 

SFPDX 

SFDPTX 

SFPDX 

SFDPTX 

5 

AR 

AR 

AR 

AR 

AR 

5VRU293 

NO  PLATE 

NO  PLATE 

5WZN818 

4TKS844 

4ZAA438 

5KTL825 

5KTL825 

4ULM787 

6BRE590 

2UPR741 

6FBA494 

6CGR617 

i 

s 

m 

-o 

5XQC156 

o> 

O 

o 

o> 

6P45929 

NO  PLATE 

4HAH109 

3XJD815 

5JGC278 

6DZM264 

6ADT105 

3 

s 

CO 

CO 

2ZIB561 

6391 MA 

5ABZ552 

AD51138 

5VZH883 

5VZH883 

1ALJ693 

5UUG368 

NO  PLATE 

4EXK648 

O 

> 

1 

a 

5 

5 

2 

5 

O 

> 

O 

> 

O 

> 

ro 

> 

O 

> 

2 

7 

2 

~ 

> 

O 

> 

S 

O 

> 

O 

> 

L. 

2 

O 

> 

O 

> 

> 

O 

> 

O 

> 

5 

£ 

O 

> 

9 

O 

> 

O 

> 

a 

a 

CSD4 

CSD3 

CSD3 

CSD3 

CSD3 

CSD3 

CSD2 

CSD2 

CSD2 

CSD2 

CSD2 

CSD2 

CSD2 

CSD2 

CSD2 

CSD2 

CSD2 

Qi 

O 

ro 

CSD2 

CSD2 

CSD2 

CSD2 

CSD2 

CSD2 

CSD2 

CSD2 

CSD2 

CSD2 

CSD1 

CSD1 

CSD1 

CSD1 

CSD1 

CSD1 

NTS 

Sid 

PTS 

SLT 

SLT 

PTS 

GGT 

GGT 

NTS 

PTS 

SLT 

CTS 

SLT 

AST 

NTS 

NTS 

BLU 

BBT 

r- 

O 

s 

BLU 

BBT 

PTS 

LOM 

BLU 

BES 

SLT 

LOM 

LOM 

z 

z 

Z 

z 

z 

z 

12/1/2008 

12/1/2008 

3 

ft 

o 

© 

00 

12/1/2008 

12/1/2008 

3 

ft 

© 

o 

00 

12/1/2008 

12/1/2008 

12/1/2008 

12/1/2008 

12/1/2008 

12/1/2008 

12/1/2008 

12/1/2008 

3 

ft 

o 

o 

00 

12/1/2008 

12/1/2008 

12/1/2008 

12/1/2008 

12/1/2008 

3 

ft 

o 

o 

00 

12/1/2008 

12/1/2008 

12/1/2008 

12/1/2008 

12/1/2008 

12/1/2008 

12/1/2008 

12/10/2008 

12/3/2008 

1 

o 

o 

00 

12/15/2008 

12/1/2008 

12/11/2008 

449080 

449079 

449079 

449078 

449077 

449076 

449075 

449075 

449074 

449073 

449072 

449071 

449070 

449069 

449068 

449067 

449066 

449065 

449064 

449063 

449062 

449061 

449060 

449059 

449059 

449058 

449057 

449056 

432826 

432826 

425494 

418863 

387454 

382177 

15542 

2381 

1961 

6092 

11300 

1408 

271 

3016 

Credit  Card 

Debit  Card 

O 

Q) 

£ 

Check 

Check 

Credit  Card 

Cash 

Check 

Debit  Card 

Cash 

O 

1 

§ 

a 

Credit  Card 

Cash 

Debit  Card 

Credit  Card 

Credit  Card 

Check 

Debit  Card 

Cash 

Credit  Card 

Credit  Card 

Cash 

Debit  Card 

'o' 

8 

3" 

O 

l 

w 

O 

fi> 

a 

Check 

Credit  Card 

O 

a> 

% 

Cash 

O 

Q> 

m 

3- 

Check 

Check 

Check 

Credit  Card 

CO 

s 

ft 

Ol 

485.25 

390.25 

485.25 

244.25 

2,088.25 

287.75 

536.75 

433.75 

244.25 

493.25 

244.25 

588.25 

287.75 

544.75 

433.75 

390.25 

338.75 

287.75 

ro 

£ 

ro 

cn 

244.25 

287.25 

390.25 

287.75 

390.25 

338.25 

116.28 

o 

00 

o 

o 

o 

1,902.96 

1,298.04 

691.31 

CO 

CO 

o 

ft 

cn 

325.25! 

o> 

o 

b 

© 

390.25! 

485.25 

to 

£ 

k. 

CD 

§ 

© 

o 

cn 

GO 

00 

ft 

cn 

287.75 

536.75! 

-U 

o> 

w 

ft 

cn 

244.25| 

CO 

G» 

ro 

cn 

244.25 

588.25 

ro 

00 

-4 

ft 

cn 

544.75j 

a 

00 

CO 

ft 

cn 

390.25 

338.75! 

ro 

00 

"4 

ft 

cn 

£ 

244.25 1 

287.25! 

CO 

CD 

o 

ro 

cn 

287.75 

390.25 

w 

ft 

cn 

lo.ooi 

o 

8 

36.00| 
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Appendix  L:  AutoReturn  Business  Process  Overview 


This  appendix  has  been  created  to  demonstrate  the  understanding  that  AutoReturn  has  for  the 
complexities  of  running  the  operations  required  by  the  Contract  for  the  City  of  Chicago.  Very  simply, 
after  a  vehicle  is  towed  and  stored,  it  is  either  returned  or  it  is  disposed.  At  the  highest  level,  this 
business  can  be  broken  down  into  the  following  six  major  categories: 


AutoReturn  -  Operational  Categories 


■  Towing  includes  call  taking,  electronic  tow  request,  dispatch  management,  towing  operations, 
towing  subcontractor  management,  and  administration  of  all  required  staff,  processes,  technologies 
and  equipment. 

*  Storage  includes  management  of  various  storage  facilities,  all  intra-facility  movement  of  vehicles, 
and  administration  of  all  required  staff,  processes,  technologies,  and  equipment. 

*  Return  or  vehicle  release  processing,  is  the  process  whereby  customers  retrieve  their  vehicles,  and 
includes  administration  of  all  required  staff,  processes,  technologies,  and  equipment. 

“  Quality  Assurance  includes  minimizing  damage  and  lost/stolen  property,  managing  claims  from 
customers,  identifying  areas  of  improvement,  maintaining  a  safe  work  environment,  and 
administration  of  all  required  staff,  processes,  technologies,  and  equipment. 

■  Disposal  includes  the  lien  sale  process,  vehicle  auctions,  and  removal  of  scrap  vehicles  and 
vehicles  that  do  not  sell  at  auction,  and  administration  of  all  required  staff,  processes,  technologies, 
and  equipment. 
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*  Support  Functions  include  the  following: 
Information  Technology 
Reporting 

Finance  and  Administration 
Human  Resources 
Facilities  and  Equipment 
Transition  Planning 


AutoRetum  plans  to  support  the  specific  needs  of  Chicago,  which  at  a  summary  level  are  very  similar 
to  the  six  functional  categories  identified  in  the  chart  on  the  preceding  page.  The  specific  needs  in 
each  functional  area  will  be  supported  by  implementing  various  service  offerings  summarized  in  the 
following  section. 


AutoRetum  Service  Components  and  Capabilities  Overview 

AutoRetum  has  at  its  disposal  the  people  with  the  experience  and  the  infrastructure  that  includes  the 
appropriate  systems,  policies  and  procedures  to  offer  a  wide  range  of  services  that  effectively  address 
the  six  major  functional  needs  of  this  type  of  operation.  The  “AutoRetum  Product  and  Service  Menu” 
depicted  on  the  following  page  provides  a  summary  of  these  product  offerings  that  are  unmatched  in 
the  municipal  towing  management  industry.  These  offerings  have  been  developed  based  on  experience 
and  a  proven  history  of  implementing  solid  policies  and  procedures  that  are  then  supported  by  a  well 
designed  technology  infrastructure. 
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C  g  mprehe  nsive 
Techaoloiy 
Solution 


24 1  7  i  365 
Dispatch  Center 


Effective  Tow 
Subcontractor 
Management 


Real-Time 

Reporting 


World-Class 

Customer 

Service 


Optimized 

Storage 


Highly 
Transparent 
Disposal  Process 


Automated 

Letter 

Generation 


AutoReturn  Product  and  Service  “Menu” 


•Tnr  MaiagoBHit  System  (IMS)— dwigwed  la  nddiBg  die  oniqro  made  of  mmiictyd  towing, 


•Automated  Dispatch  System  (ADS): 

i  dednniic  tov  zaqoBsts  from  Police  Department  dmclty  id  txnr  trade  apeniora 


-  Staffed  to  meet  service  Imis  it  all  times  -  34  horns  pm  day,  7  days  pm  week,  365  Ays  pm  year 

•Highly  framed  dispatch  professionals  -  experienced  and  prepared  wife,  badc-^>  procedures  for  "want 
cam  sceoarLDi/  including  power  ouages  and  severe  weather 

■Cisco  Systems  VoIP  Cafl  Center  System  -capahHities  irinA  call  rooting,  call  timing,  interactive 
mce  response  capabilities,  and  performance  reporting 


■Clear  Performance  Olifeiiiieu  amble  muring  gnbenainaiwi  to  achieve  derived  affvice  standards 

•Guidance  and  coaching  hpjp pnmty pirfan—inp  rnntiTlnw* mynm pttirmtnr*  pmhtonu 

■FramEindts  -  OnrproccBtomiiaeffidBit  local  rowers  into  wntt-claas  sanies  pnnridBO 


■We  ensure  operational  transparency  wdh  drily,  meUjr,  namdity,  at  quarterly  iqxntiug 
"Pnmcttee  maim  ge  men?  via  pnm  due  lystem  alerts -beferaproMemaocan 
•Mxdtiple  reporting  methods  inrHiAng  an-tBund  and  mummied  options 


■Walk-in  Service  Centers  wife  craMmer  service  peafeBimiab  aid  setfnnria  kiosks 
■MtiHtyte  payment  methods,  including  credit  cuds*  dririt  evils,  check  or  cash 
•Easy  acm  to  vehicle  information  and  sexvkes  via  pihinie,  later om.  fltaaifceaaln 
■Dedicated  Quality  Assurance  Team  tonuriariiB,  miiigmi*  and  resolve  all  duns  andcotrplanns 

•  Segregated,  restricted  storage  arms  to  protect  evidence  and  nnutigpiiue  hold  vehicle 
■Wireless  Handheld  Computers  for inventory  nwmgeme-jiT  nd  seri-time  wtiide  check-in 

•Highly  Secure  Facilities  with  fonnuriWe penmtEr  fairing.  24 x  7  security  gnvds,  Agitd  bh&d  A 

video  surveillance 

■Strictly  no  conflicts  of  interest  -we  ire  norm  die  scrap  or  parts  business 
-Maximum  meant  for  nmniripaliiies  via  ov  Tii^  density"  auction  meted 
■High  traaiparenq  achieved  (farotqgh  icpurtiug aod published  auction  msalts  aa  website 


-  Budtin  capability  to  gmnte  and  naD  ^  variety  of  notices  to  registered  vriricfeuwtwn 

■User-friendly  management  interface  ratfaces  fee  nrirninimsttattro  burdm  of  generating  and  naOiiig 
letters  within  tight  time  parameters 
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Proven  Business  Procedures 


AutoRetum  has  developed  proven  business  procedures  for  all  the  functions  required  for  a  successful 
towing  management  and  logistics  company  for  large  municipalities  on  the  same  scale  as  Chicago. 

These  detailed  procedures  were  initially  developed  for  the  Company’s  San  Francisco  operations  and 
have  been  continuously  improved  since  the  Company’s  start  of  operations  in  2004. 

Based  on  the  information  provided  in  the  RFP  and  through  AutoRetum’ s  independent  research  into  the 
local  business  practices  of  Chicago,  AutoRetum  has  completed  the  first  phase  of  adapting  the 
Company’s  business  processes  for  the  unique  requirements  of  Chicago.  The  business  process 
workflow  presented  in  the  remainder  of  this  appendix  address  a  number  of  process  flow  threads  that 
are  triggered  by  specific  events.  Each  of  the  detailed  event-triggered,  processes  is  discussed  in  the  sub¬ 
section  that  relates  to  the  functional  area. 

AutoRetum  is  looking  forward  to  the  opportunity  to  sit  down  with  Chicago  City  officials  and  the  local 
towing  community  to  further  refine  the  details  of  the  business  procedures  that  will  ensure  an  effective 
and  efficient  operation  that  meets  all  the  needs  of  the  City  of  Chicago,  the  local  towing  companies, 
visitors  to  the  City,  and  Chicago  residents. 

Should  AutoRetum  be  selected  by  Chicago,  all  of  AutoRetum’s  existing  business  process  workflows 
for  each  of  the  relevant  business  functions  will  be  adapted  and  customized  for  the  unique  requirements 
of  the  Chicago  operations.  Once  established,  the  Chicago  business  procedures  will  be  adhered  to 
uniformly  and  updated  over  time  as  appropriate. 


AutoRetum  Business  Process  Overview 

The  remainder  of  this  appendix  provides  a  series  of  diagrams  that  illustrate  the  initial  business  process 
workflow  that  has  been  defined  as  the  starting  point  for  the  Chicago  towing  management  and  auto 
pound  operations. 
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Immediate  Tow  Request  Process 
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Customer  Service  Process  -  Walk-in 

(page  11) 
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Appendix  M:  AutoReturn  Phone  System  -  Self-Service  Flow 


AutoRetum’s  call  center  is  built  on  top  of  the  industry  leading  Cisco  “Voice  over  IP”  (VoIP)  telephone 
system,  including  advanced  interactive  voice  response  (IVR)  technology.  The  Cisco  VoIP  telephone 
system  integrates  with  AutoRetum’s  proprietary  ARIES  system  to  support  state  of  the  art  self-service 
capabilities  to  customers  that  include: 

■  Vehicle  lookup  by  entering  the  license  number  on  the  phone  key  pad  (and  through  voice 
recognition  in  the  future) 

■  Retrieval  of  vehicle  status  and  detailed  instructions  for  obtaining  the  vehicle’s  release 

■  Self-service  payment  processing  with  credit  and  debit  cards  (allows  the  customer  to  bypass  the 
walk-in  service  process) 

■  Ability  to  transfer  to  a  live  service  representative  at  any  time  (by  pressing  “0”) 

■  Measurement  of  key  call  statistics  to  produce  reports  on  required  service  level  metrics  (wait  time 
statistics,  call  volume  distribution,  agent  performance,  etc.) 


The  phone  system  utilizes  the  IVR  capabilities  to  provide  basic  information  to  callers  in  multiple 
languages  (English,  Spanish,  and  potentially  others  as  agreed  upon  with  the  City)  for  the  diverse 
Chicago  population  and  its  visitors.  AutoReturn  deploys  its  telephony  infrastructure  with  all  of  the 
necessary  telephone  lines  /  bandwidth,  hardware,  and  software.  The  company’s  technicians  ensure  that 
the  configuration  of  the  automated  phone  system  is  robust  enough  to  handle  peak  call  volumes  and 
workloads. 

The  automated  self-service  call  flow  depicted  within  this  appendix  provides  the  call  flow  that  was 
developed  for  the  company’s  San  Francisco  operations.  This  detailed  flow  diagram  is  being  provided 
as  a  representative  example  of  the  type  of  call  flow  that  will  be  implemented  for  callers  in  Chicago. 
AutoReturn  will  work  with  City  officials  to  establish  the  types  of  information  that  should  be  provided 
to  callers  as  well  as  the  self-service  options  that  will  be  supported.  At  all  times,  the  caller  will  have  the 
option  of  exiting  the  self-service  call  flow  and  speaking  with  a  “live”  service  representative  (by 
pressing  “0”).  Should  AutoReturn  be  selected  by  Chicago,  the  automated  call  flow  design  will  be 
adapted  and  customized  for  the  unique  requirements  of  the  residents  and  visitors  of  Chicago. 


AutoReturn 


Proprietary  and  Confidential  to  AutoReturn 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


Proposal  to  the  Chicago  Department  of  Streets  &  Sanitation  and  Department  of  Revenue 


AutoRetum 


Proprietary  and  Confidential  to  AutoRetum 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


Auto  Ret  urn  -  IVR  Call  Flow 

Page  1 


Proprietary  and  confidential  to  AutoRetum. 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal. 


£"  Page  1 

_T_ 


AutoReturn  -  IVR  Call  Flow 

Page  2 


Message:  "Please  note  that  calls  may  be  monitored  or 
recorded  for  training  and  quality  control  purposes.  Please 
enter  your  license  plate  number  using  the  keypad  followed 
by  the  pound  (#)  sign.  It  is  not  necessary  to  indicate  the 
license  state.  For  letters,  use  the  number  associated  with 
that  letter  on  the  keypad.  For  example,  press  2  for  the 
letter  B.  When  you  are  finished,  don't  forget  to  press  the 
pound  sign.  If  you  do  not  know  your  license  number, 
please  press  0  to  speak  to  a  service  representative.  To 
hear  this  message  again,  please  press  9.  To  return  to  the 
previous  menu  option,  please  press  the  <*>  sign." 


option  9 


Data  Input:  User 
enters  license 
plate  number, 
followed  by  #  OR 
"0"  to  speak  to  an 
agent 


-option 


ion 


option  0 

(b 


System:  License  lookup  to 
determine  number  of  license 
#  matches  (and  police  hold 
information). 


-no  match” 


-more  than  1  malch- 


Message:  "We  are  unable  to  locate  the 
vehicle  with  the  information  you  provided. 
Please  hold  while  we  transfer  you  to  the 
next  available  service  representative." 


1  match 


Message:  "If  your  vehicle  is  a  <color> 
<model>,  press  1.  Otherwise,  press  0  to 
transferred  to  the  next  available  service 
representative." 


Message:  "There  are  <N>  vehicles  that 
match  your  entry.  For  a  <color>  <model> 

|  press  1 .  For  a  <color>  <model>  press  <N>. 

If  none  of  these  choices  matches  your 
vehicle,  please  press  0  to  be  transferred  to 
the  next  available  service  representative." 


— !— 

option  N 

t  _ 


Data  Input:  <User 
enters  number  for 
matching  vehicle> 


Message:  "Your  vehicle  has  been  placed  on  Police  Hold. 
Prior  to  visiting  our  service  center  to  claim  your  vehicle,  you 
must  first  obtain  a  written  Police  Hold  release  from  the  San 
Francisco  Police.  To  do  so,  you  may  go  to  the  San 
Francisco  Police  station  inside  the  San  Francisco  Hall  of 
Justice,  room  154,  located  at  850  Bryant  Street  between 
6th  and  7th  streets.  There  are  no  exceptions  -  you  must 
obtain  the  Police  Hold  release  before  your  vehicle  can  be 
released.  To  hear  this  message  again  press  9." 


option  9 


Data  Input:  User 
enters  menu 
selection. 


no  option  / 
hang  up 


option  0 
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Note:  Pending  approval  from  the 
City,  AutoRetum  plans  to  offer 
customers  a  selection  of  optional, 
premium  services  that  will  be 
available  for  additional  fee. 
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Design  Note:  The  same  automated  call  flow  will  be 
translated  and  supported  in  Spanish.  In  order  to 
support  direct  service  calls  in  Spanish  with  live  service 
representatives,  AutoReturn  will  have  Spanish 
speaking  service  representatives  available  at  all  times. 
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Design  Note:  The  same  automated  call  flow  will  be 
translated  and  supported  in  Chinese.  In  order  to 
support  direct  service  calls  in  Chinese  with  live  service 
representatives,  AutoReturn  will  have  Chinese 
speaking  service  representatives  available  at  all  times. 
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Message:  Every  Wednesday  at  10AM,  AutoReturn 
conducts  a  lien  sale  auction  of  abandoned  and  unclaimed 
vehicles.  The  abandoned  and  unclaimed  vehicles  have 
been  towed  under  authorization  by  the  San  Francisco 
Department  of  Parking  and  Traffic  and  the  San  Francisco 
Police  Department.  The  auctions  are  held  at  our  Pier  70 
long-term  storage  facility,  located  at  the  end  of  22nd  Street, 
2  blocks  east  of  3rd  Street  in  the  Southeast  comer  of  the 
City.  The  auction  facility  opens  at  9AM  each  Wednesday  to 
allow  individuals  to  view  the  vehicles  to  be  auctioned  on  the 
given  day.  To  enter  the  auction  facility,  you  must  have  two 
pieces  of  identification  with  your  current  address,  one  of  I 
which  must  be  a  California  driver's  license  or  other  form  of 
photo  identification.  If  you  have  been  to  AutoRetum's 
auctions  in  the  past,  please  bring  the  bidder  ID  card  that 
AutoReturn  previously  created  for  you.  If  you  have  not 
attended  an  AutoReturn  auction  before  or  you  have  lost 
your  bidder  ID  card,  AutoReturn  will  create  a  new  bidder  ID 
card  that  will  cost  a  one-time  fee  of  $<X>.  The  auctions 
generally  last  between  90  minutes  and  2  hours.  All 
vehicles  are  sold  "as  is"  and  all  sales  are  final.  Vehicles 
must  be  paid  for  in  full  on  the  day  of  the  auction  and 
removed  from  the  facility  the  day  of  the  auction. 
AutoReturn  can  arrange  for  the  vehcile  to  be  towed  on  your 
behalf.  Valid  forms  of  payment  include  cash,  personal 
checks,  cashier's  checks,  and  money  orders.  All  checks 
are  subject  to  immediate  verification  of  available  funds  and 
the  funds  will  be  cleared  immediately.  For  more  information 
about  the  auctions  and  to  see  a  list  of  vehicles  to  be  sold  at 
the  next  auction,  please  visit  our  web  site  at 
www.sfautoretum.com.  The  web  site  contains  photos  of 
each  vehicle  and  is  updated  every  Monday  by  noon  in 
advance  of  the  Wednesday  auction.  AutoReturn  also 
advertises  selected  vehicles  to  be  auctioned  each  week  in 
the  <newspaper  or  some  other  publications  To  hear  this 
message  again  press  9.  Otherwise,  press  1  to  continue. 


option  9 


Data  Input:  User 
enters  menu 
selection. 


option  1 

_ i_ _ 

Message:  Thank  you  for  calling  AutoReturn.  If  you  would 
like  to  speak  to  the  next  available  service  representative, 
please  press  0.  If  you  would  like  to  return  to  the  main 
menu,  please  press  1 . 
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Appendix  N:  AutoReturn  Policies  Manual 


AutoReturn’ s  business  practices  and  policies  are  mature  and  well-defined  from  our  years  of  operations 
in  San  Francisco.  These  existing  business  policies  are  readily  adaptable  to  operations  for  other  cities 
with  minimal  adaptation  to  conform  to  the  local  municipal  environment.  All  of  the  detailed  policies 
for  each  function  within  the  company  are  defined  in  detail  as  written  documents  that  are  then  used  to 
train  and  guide  staff  on  applying  the  policies  in  a  consistent  fashion  day  in  and  day  out.  If  the 
company  encounters  a  new  situation  that  is  not  addressed  by  the  current  policies,  the  company’s 
management  team  considers  the  new  concern  and  makes  a  determination  of  what  to  do  for  the  given 
situation.  If  the  decision  is  to  address  the  concern  by  deviating  from  the  existing  policies,  the  policies 
are  enhanced  to  account  for  the  new  business  scenario  that  was  not  previously  covered  in  full  by  the 
existing  policies. 

To  illustrate  the  depth  of  detail  captured  in  AutoReturn ’s  business  policies  documentation,  the 
company  has  provided  the  following  document  from  its  San  Francisco  operations  as  a  representative 
example  for  a  specific  functional  area.  That  document  contained  in  this  appendix  is  the  San  Francisco 
AutoReturn  Customer  Service  and  Dispatch  (CSD)  Policies  Manual.  This  document  is  used  to  as  both 
a  guide  for  existing  CSD  employees  as  well  as  a  training  tool  for  new  CSD  employees.  This  document 
defines  the  business  policies  that  govern  the  various  business  scenarios  that  employees  encounter  in  the 
day  to  day  work.  Please  note  that  this  document  goes  hand  in  hand  with  its  counterpart,  the 
AutoReturn  CSD  Procedures  Manual  that  is  provided  as  a  separate  appendix.  The  “policies”  manual 
guides  the  employee  on  “what”  to  do  in  any  given  business  scenario,  while  the  “procedures”  manual 
guides  the  employee  on  “how”  to  do  it. 

Should  AutoReturn  be  selected  by  Chicago,  all  of  AutoRetum’s  existing  business  policy 
documentation  for  each  of  the  relevant  business  functions  will  be  adapted  and  customized  for  the 
unique  requirements  of  the  Chicago  operations.  Once  established,  the  Chicago  business  policies  will 
be  adhered  to  uniformly  and  updated  over  time  as  appropriate. 
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1  Customer  Interactions _ 

Communication  with  Customers 

Customers  should  always  be  greeted  in  a  friendly,  professional  manner,  whether  in  person  or  on  the 
phone. 

Remember  to  say  “Please”  and  “Thank  You”  throughout  every  customer  interaction.  We  want  to 
ensure  our  customers  feel  like  we’re  making  their  experience  as  easy  as  possible,  and  as  pleasant  as 
possible. 

Police,  DPT,  and  other  City  officials  are  customers  too.  Treat  them  with  the  same  courtesy  and 
respect  as  we  do  our  customers  with  towed  vehicles.  Remember  that  we  work  with  these  people  on  a 
regular  basis,  so  we  want  great  relationships  with  these  officials. 

Avoid  using  the  words  “you  have  to”,  “you  must”,  and  other  commands.  If  a  customer  needs  a 
Release,  for  example,  guide  them  with  instructions  on  how  to  do  this  -  in  a  respectful  manner. 

Remember  that  it  can  be  difficult  to  hear  through  the  windows.  Speak  clearly,  slowly,  and  be  aware  of 
potential  language  barriers.  Be  patient  if  a  customer  does  not  hear  you  the  first  time. 


2  On  the  Job  Behavior _ 

Eating 

Eating  is  not  permitted  in  the  work  areas.  Do  not  eat  at  the  window  in  front  of  customers.  Chewing 
gum  is  not  permitted  while  at  the  window  or  on  the  phone. 

Radio 

Radio  is  permitted  in  the  back  area  of  the  Customer  Service/Dispatch  area  if  the  radio  station  if  left  at 
a  low  volume,  on  either  a  jazz  or  classical  station.  Do  not  put  the  radio  on  other  commercial  stations, 
as  it  is  distracting  to  employees  and  customers. 

Personal  Phone  Calls 

Personal  phone  calls  are  not  permitted  during  work  hours,  except  for  emergencies.  This  includes 
incoming  and  outgoing  calls.  Remind  family  and  friends  of  this  policy.  If  a  personal  call  does  come 
in  during  your  working  hours,  the  phone  staff  will  take  a  message  which  you  can  return  during  your 
break  time. 

Cell  Phones 

Cell  phone  usage  is  not  permitted  in  the  customer  service  phone/window  area  at  any  time  unless  it  is 
an  AutoRetum-issued  cell  phone.  Personal  cell  phones  may  be  used  during  break  time,  outside  of  the 
service  area. 

3  Customer  Feedback  Process _ _ 

Customer  Request  of  Forms 

Always  provide.the  customer  with  a  requested  form  right  away,  such  as  price  lists  or  feedback  forms. 
Customer  Complaints 

Always  include  the  DR  (log)  number  with  any  feedback  you  receive.  If  the  feedback  is  the  result  of 
inaccurate  information  in  the  system  (wrong  color,  wrong  model,  etc.)  change  the  entry  in  the  system 
so  that  our  records  are  correct. 
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Claim  Forms 

If  a  customer  requests  a  Claim  Form  at  the  time  of  vehicle  release,  inform  them  that  they  should  talk 
with  someone  at  the  time  of  vehicle  pick-up  to  view  the  vehicle.  At  that  point,  if  necessary,  a  Claim 
Form  will  be  given  to  them. 

Customer  Disputes 

Remind  customers  that  disputes  must  be  directed  to  the  appropriate  department  based  on  the  agency 
that  towed  the  vehicle.  Customers  have  30  days  to  dispute  a  tow  with  either  department.  A  form 
containing  this  information  is  available  to  customers  upon  request.  It  is  located  in  the  reference 
handbook  located  at  each  station.  You  may  copy  this  page  for  any  customer. 


4  Telephone  Procedures _ 

Telephone  Etiquette 

Answer  all  phone  calls  with  the  following: 

“Good  Moming/Aftemoon/Evening,  AutoRetum,  this  is  (your  name),  may  I  help  you?” 

If  you  need  to  put  a  customer  on  hold,  ask  for  their  permission  first.  “Do  you  mind  if  I  put  you  on 
hold  for  a  minute  to  check  on  that?”  If  you  need  to  keep  them  on  hold  for  longer  than  1  minute,  check 
in  with  them  to  let  them  know  you’re  still  working  on  their  question/issue. 

Customer  Phone  Calls 

When  customers  call  in,  ensure  you  are  following  these  procedures  for  every  call: 

While  the  auto  attendant  greeting  has  some  basic  information,  it  is  very  important  that  you  still 
provide  accurate  and  complete  information  to  each  and  every  customer.  To  ensure  this  is  done 
properly,  when  taking  calls  from  customers,  all  of  the  following  information  must  be  written  in  the 
notes  page,  with  your  initials  at  the  end: 

•  Tow  Fee 

•  Storage  fees  at  the  time  of  the  call 

•  Exact  time  storage  fees  will  increase  and  the  amount 

•  Dolly  fee  (if  applicable) 

•  Citation  total  -  let  the  customer  know  if  there  are  5  or  more,  or  if  any  are  in  penalty,  they 
will  have  to  pay. 

•  Lien  fee  -  check  Lien  Sale  page  to  see  if  there  is  a  lien  fee  ($70  or  $100,  depending  on  type 
of  vehicle) 

•  Transfer  fee  (if  applicable).  Note:  we  can  only  charge  one  transfer  fee,  no  matter  how  many 
times  a  vehicle  is  transferred. 

•  Location  of  vehicle  -  Let  customer  know  where  car  is  located  (which  lot) 

•  Release  -  if  vehicle  is  on  hold  or  was  towed  by  PD,  tell  the  customer  they  require  a  release. 

If  the  vehicle  is  on  Hold,  ensure  you  let  the  customer  know  the  hours  of  the  STOP  office 
(Mon  -  Fri,  9am  to  3pm;  additional  hours  Wed  4pm  to  7pm) 

Also,  when  talking  to  the  customer: 
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•  Tell  the  customer  the  types  of  payment  allowed  and  that  they  must  bring  a  valid  Driver’s 
License.  Identification  cards  or  passports  are  NOT  Driver’s  Licenses  and  will  not  be 
accepted. 

Remember  to  include  your  name  at  the  end  of  the  summary. 

All  of  this  information  must  be  captured  in  each  call  record  for  every  call  you  take.  Failure  to  do  this 
creates  issues  for  customer  service  when  customers  dispute  the  information  given  to  them,  and  in  some 
cases  they  are  right. 

If  the  fees  are  not  accurately  and  completely  recorded  it  DTS,  customers  can  and  will  dispute 
information  given  and  we  must  credit  the  customer.  The  customer  service  representative  will  be  held 
accountable  in  these  cases. 

5  Citation  Procedures _ 

Citation  Payments 

Five  or  more  delinquent  citations  must  be  paid  for  prior  to  vehicle  release.  If  there  are  no  delinquent 
citations,  they  do  not  need  to  be  paid.  A  customer  may  choose  to  do  so,  however,  and  are  permitted 
per  the  Contract.  They  may  also  pay  non-penalty  citations.  See  section  5.2. 

In  addition  to  the  Citation  fine  and  penalty  information,  you  may  also  see  a  letter  in  the  field  marked 
“SPC”  (between  Make  and  Violation).  This  letter  is  associated  with  a  DPT  Hearing  Division  process. 
Please  note  the  following  explanations: 

A  ( With  Penalty  Amount)  =  Protest  was  denied.  You  should  collect  payment. 

A  (  Without  Penalty  Amount)  =  Protest  completed.  Still  pending  payment  or  hearing.  Do 
not  collect  on  these  Citations.  If  there  are  penalties  on  the  remaining  citations  and  there  are 
less  than  5,  you  do  not  need  to  collect  on  the  remaining.  If  there  are  5  or  more  with  penalty, 
you  should  collect. 

H  =  Pending  Hearing  Decision.  DPT  Hearing  is  still  in  the  process  of  determining  the 
validity  of  the  customer’s  protest.  Do  not  collect  on  these  Citations  if  there  is  a  dollar 
amount.  If  there  are  penalties  on  the  remaining  citations  and  there  are  less  than  5,  you  do 
not  need  to  collect  on  the  remaining.  If  there  are  5  or  more  with  penalty,  you  should  collect. 

K  =  Citation  Reported  to  Collections.  You  should  collect  payment. 

P  =  Active  Project  20.  The  customer  is  doing  community  service  in  lieu  of  paying  for  their 
tickets.  Do  not  collect  on  these  Citations.  If  there  are  penalties  on  the  remaining  citations 
and  there  are  less  than  5,  you  do  not  need  to  collect  on  the  remaining.  If  there  are  5  or  more 
with  penalty,  you  should  collect. 

R  =  Pending  Review.  DPT  review  in  process.  Do  not  collect  payment.  If  there  are 
penalties  on  the  remaining  citations  and  there  are  less  than  5,  you  do  not  need  to  collect  on 
the  remaining.  If  there  are  5  or  more  with  penalty,  you  should  collect. 

T  =  Citation  Reported  to  Collections.  You  should  collect  payment. 

V  =  Completed  Project  20.  Do  not  collect  payment  (will  show  $0  balance).  If  there  are 
penalties  on  the  remaining  citations  and  there  are  less  than  5,  you  do  not  need  to  collect  on 
the  remaining.  If  there  are  more  than  5  either  with  or  without  penalty,  you  should  collect.  If 
there  are  5  or  more  with  penalty,  you  should  collect. 
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X  =  Unsuccessful  Project  20.  You  should  collect  payment. 

To  process  the  customer’s  payment,  determine  how  many  tickets  need  to  be  paid  and  add  it  as  the 
Service  Billing  item  “Outstanding  Tix”  in  DTS. 

Option  of  Paying  for  Tickets  when  Customer  has  fewer  than  Five 

When  a  customer  has  fewer  than  five  (5)  current  (non-penalty)  parking  citations,  offer  the  customer 
the  convenience  of  paying  for  those  tickets.  You  may  also  offer  the  customer  the  option  to  pay  for 
citations  that  are  not  in  penalty.  This  service  allows  us  to  assist  DPT  in  collecting  funds  and  gives  the 
customers  more  flexibility  in  how  and  when  they  pay  their  DPT  citations.  It  is  the  customer’s  choice, 
however,  so  the  customer  need  not  accept  your  offer.  If  the  customer  does  accept  the  service,  add  the 
transaction  in  TIMS  to  reflect  the  payment  of  these  citations.  Print  out  the  TIMS  receipt  for  the 
customer  and  for  our  files  after  you  complete  the  transaction. 

Option  of  Paying  for  Tickets  When  Vehicle  Not  Towed 

AutoRetum  offers  customers  the  convenience  of  paying  for  citations  even  if  the  vehicle  was  not 
towed.  This  service  allows  us  to  assist  DPT  in  collecting  funds  and  gives  the  customers  more 
flexibility  in  how  and  when  they  pay  their  DPT  citations. 

If  the  customer  does  accept  the  service,  following  is  the  process: 

1.  A  new  DR  #  should  be  created  by  clicking  on  the  “New”  button  on  the  Call  Worksheet  and  the 
following  data  selections  should  be  used: 

■  Account  =  “AR”  -  “AutoRetum”  [do  not  select  DPT  or  SFPD  as  we  do  for  most  of  our 
tow  entries] 

■  Reason  Code  =  “TICKETS-ONLY”  [new  reason  code  created  to  be  used  only  when 
ticket  payments  are  being  collected  for  vehicles  that  we  have  not  towed] 

2.  After  selecting  the  account  and  reason  code  value,  the  user  should  click  on  save  to  generate 
the  new  DR  #. 

3.  After  the  DR  #  has  been  generated,  the  user  should  enter  the  vehicle  information  based  on  the 
data  in  eTIMS.  At  a  minimum,  the  license  state  and  number  must  be  entered.  It  is  also  a  good 
idea  to  enter  the  vehicle  make  and  body  values.  The  user  does  not  need  to  enter  the  full  VIN. 
Entering  the  last  4  digits  of  the  VIN  is  sufficient. 

4.  After  the  vehicle  information  has  been  entered,  the  user  must  complete  the  “Log”  tab 
information.  To  do  this,  select  the  “Unknown”  selection  for  both  the  “Driver”  and  “Truck” 
pull-down  selection  fields  and  click  on  the  “Dispatch”  button.  Then,  click  on  the  “Complete” 
button”  and  click  the  “Save”  button  to  complete  the  tow  entry. 

5.  After  completing  the  tow  entry,  the  payment  can  then  be  processed.  There  is  a  new  service 
price  item  that  should  be  used  ONLY  FOR  COLLECTING  PAYMENTS  FOR  VEHICLES 
THAT  HAVE  NOT  BEEN  TOWED.  The  new  service  price  item  is: 

*  Service  Price  Item  =  “$Tickets  -  Non-Towed  Vehicles”  [new  selection] 

6.  The  user  should  add  a  single  service  price  entry  for  the  total  amount  of  the  tickets  being  paid 
using  the  new  service  price  item.  The  invoice  can  then  be  created  and  the  payment  posted  as 
normal.! 
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Registration  and  Tickets 

The  DMV  (and  therefore  DPT)  allows  a  person  10  days  to  register  a  recently  purchased  vehicle  in 
their  name.  If  they  register  the  vehicle  by  this  deadline,  this  relieves  the  buyer  of  any  responsibility 
for  citations  on  the  vehicle  prior  to  their  purchase.  Note  that  this  means  a  person  has  that  much  time  to 
register  the  vehicle.  However,  it  does  not  mean  a  person  can  drive  the  vehicle  and  it  should  not  be 
parked  on  public  property.  The  car  should  be  parked  on  private  property.  Simply  taking  it  off  a 
dealer’s  lot,  off  the  auction  lot,  or  away  from  the  private  party  opens  up  the  person  to  being  towed  for 
non-registration.  The  buyer  should  leave  the  vehicle  parked  where  it  is  until  they  get  the  registration. 
An  exception  is  made  if  the  driver  has  paperwork  authorizing  moving/operator/temporary  registration. 
These  forms  of  registration  allow  the  customer  to  drive  the  vehicle  based  on  the  time  frame  defined  on 
the  paperwork. 

If  the  vehicle  was  towed  by  DPT  for  registration  after  this  10-day  period,  the  customer  must  pay  for 
any  existing  citations.  If  the  customer  wants  to  be  exempt  from  this,  they  must  prove  they  registered  it 
within  10  days  of  purchase  in  order  to  get  a  Citations  Status  Form  from  DPT  relieving  them  of  the 
requirement  for  citation  payment  (all  this  must  be  dealt  with  at  the  DPT  office,  not  with  us).  The 
customer  should  be  directed  to  go  to  1380  Howard  to  handle  this  issue. 

If  a  vehicle  is  towed  for  citations,  and  it  is  not  yet  registered  to  the  owner,  whether  it  is  within  the  10- 
day  grace  period  or  after,  the  customer  is  responsible  for  the  citations.  DPT  will  require  the  customer 
to  pay  for  these  citations  and  will  not  waive  them. 

If  the  vehicle  was  towed  by  SFPD  for  non-registration,  it  is  considered  a  moving  violation.  The  police 
will  not  waive  the  fees  in  this  case  since  the  vehicle  was  legitimately  towed  for  non-registration. 

Citation  on  Vehicles 

As  a  courtesy  to  customers,  remember  to  alert  customers  to  the  fact  that  there  will  be  a  citation  on  their 
windshield  when  they  pick  up  their  vehicle.  Let  them  know  that  we  are  unable  to  take  payment  now 
since  the  citation  is  not  yet  in  our  system.  The  reminder  helps  alleviate  the  irritation  they  feel  when 
they  pick  up  their  vehicle  and  find  the  citation. 

If  a  vehicle  was  stolen  and  the  customer  asks  for  exemptions  on  citations  accrued  during  that  time,  let 
them  know  they  will  need  a  stolen  vehicle  report  (obtained  from  the  4th  floor  at  850  Bryant  Street). 
They  will  need  to  take  this  report  to  DPT  to  request  exemption  from  the  citations. 

Citation  Status  Form 

DPT  issues  Citation  Status  Forms  for  various  reasons.  This  form  relieves  the  person  referenced  on  the 
form  from  responsibility  of  Citations  payments.  This  form  can  be  given  out  for: 

•  Project  20  (Charity  payment-in-kind) 

•  Repossessions 

•  Newly  purchased  vehicles  prior  to  the  10-day  DMV  registration  deadline 

•  Other  reasons  based  on  DPT  discretion 

6  Vouchers  and  Gift  Cards  Procedures _ 

All  vehicles  located  at  Pier  70  must  be  accessible  to  customers  at  all  times.  In  light  of  this,  we  have 
procedures  which  enable  us  to  send  customers  to  Pier  70  both  during  and  after  official  business  hours 
(see  the  Vehicle  Release  section).  This  section  addresses  the  voucher  and  gift  card  handling. 
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Processing  of  Vouchers  and  Gift  Cards 

Cab  vouchers  are  for  customers  who  do  not  have  transportation  to  Pier  70  during  normal  business 
hours.  Cab  vouchers  are  offered  between  these  times: 

Monday  thru  Friday:  8am-5 : 3  0pm 

Saturday:  8am- 1 2pm 

Outside  these  business  hours,  gift  cards  are  offered  to  customers  who  will  retrieve  their  vehicle  the 
following  morning.  If  the  customer  refuses  to  accept  the  gift  card  and  insists  on  retrieving  their 
vehicle  that  same  night,  AutoRetum  employees  will  follow  the  necessary  steps  to  ensure  their 
vehicle  is  retrieved. 

Vouchers  and  Gift  Cards 

Customer  Service/Dispatch  has  a  lockbox  which  contains  a  set  number  of  cab  vouchers  and  gift 
cards.  The  supervisor  and  team  leads  are  responsible  for  the  contents  of  the  lock  box.  They  must 
also  ensure  that  the  cab  vouchers  are  accessible  to  employees  throughout  the  week  (Monday  thru 
Friday).  Vouchers  and  gift  cards  may  be  replenished  by  the  Accounting  Department.  A  daily  audit 
will  be  performed  by  the  Accounting  Department. 

Taxi  Voucher  Process: 

A  tracking  sheet  is  provided  for  the  vouchers.  This  tracking  sheet  must  be  completed  before  using 
the  voucher. 

•  Once  you  have  determined  that  your  customer  needs  to  use  the  Pier  70  taxi  service,  take  a 
voucher  from  the  clear  plastic  container  kept  at  the  customer  service  windows. 

i.  Cab  vouchers  must  be  used  in  sequential  order. 

b.  Write  the  customer’s  name  in  the  “Transportation  For”  column. 

c.  Put  your  name  and  employee  number  in  the  “Issued  By”  field. 

d.  Add  today’s  date  in  “Date”  field. 

e.  The  “Company  Name”  field  should  be  pre-printed  with  AutoRetum.  If  not,  write  this  in. 

f.  The  “Trip  Started  At”  field  should  read  450  7th  Street. 

g. The  next  line  “Then  To  (1)”  should  read  Pier  70. 

h. The  next  lines  “Then  To  (2)”  to  ‘Then  To  (5)”  should  be  marked  out.  If  not,  please  do  so. 

i.  In  the  blank  box  between  Meter  Fare  and  Total  Fare,  there  should  be  a  0  and  a  stamp  in  red 

of  “Cash  Tip  Only”.  AutoRetum  is  not  responsible  for  the  tip.  The  customer  may  choose 
to  pay  a  tip,  but  this  is  at  their  discretion. 

j.  Explain  to  the  customer  that  the  voucher  is  good  only  for  the  customers/passengers  listed  on 

the  voucher  and  that  the  voucher  is  only  good  for  the  direct  trip  from  450  7th  Street  to  Pier 
70  for  vehicle  pick-up  on  this  day  during  Pier  70  business  hours. 

k.  Ensure  the  customer  is  aware  the  Yellow  Cab  and  DeSoto  cab  companies  are  NOT  part  of 

our  selection  of  cab  companies.  If  they  take  one  of  these  cabs,  we  will  not  reimburse 
them. 

l.  Call  City  Wide  (the  dispatch  company  we  use)  @  920-07 1 1  and  inform  them  that  you  have 

Mr.  /Ms.  (Name)  at  AutoRetum  (450  7th  Street)  awaiting  a  ride  to  Pier  70. 
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m.  On  the  Voucher  Tracking  Sheet,  write  down  the  date,  the  employee  name  and  ID  number, 
and  the  DR  number. 

n. Make  a  copy  of  the  voucher  directly  on  the  invoice  (you  do  this  by  placing  the  voucher  on 

top  of  the  invoice  and  copying  them  together). 

o. Hand  the  customer  the  voucher  and  explain  the  cab  will  pick  them  up  in  front  of  450  7th 

Street.  Instruct  them  to  hand  the  voucher  to  the  taxi  driver.  The  driver  will  complete  it  the 
voucher,  handing  the  yellow  copy  to  the  AutoRetum  Security  person  at  Pier  70  (who  will 
turn  them  in  to  Pier  70  administrative  staff.  Note:  It  is  important  to  keep  the  yellow  copies 
for  accounting  purposes).  The  taxi  driver  keeps  the  white  copy  for  City  Wide  Dispatch 
records. 


p.  When  cashing  out,  ensure  the  copy  of  the  voucher/invoice  is  filed  with  your  paperwork.  File 
the  copy  of  the  voucher/invoice  in  the  Accounting  filing  bin  labeled  as  “Voucher/Gift 
Cards”  located  in  the  Cash  Office  above  the  waiver  paperwork. 

IMPORTANT  NOTE:  Vouchers  are  like  cash.  Please  ensure  they  are  all  kept  together,  that  they  are 
kept  in  order,  and  that  they  are  only  used  when  necessary. 


Here  is  an  example  of  properly  completed  invoice  with  a  cab  voucher: 


Invoice 


Prom  .4165511^26  Pag*;  1/1  Dlle:  6/9/2006  2,02:M_PM 


Page  !  of  1 

TStefwrrt 

San  Franc/sco  AutpRatgtn 

Uryftrt  StrMt  --  [toons  1+1 
Juiitcr 

Sun  FrencJnS)  fLMVi  |QJ 
>116^1*0005 


Bill  To: 

TG86A  JAWS  I IED3TROM 

248GC+DEN  RIDGE  AVn 
Slr:ftA51rQPQ!h  CA  B 5472 


Invoice  Data :  WOWHiai 
hrtvaked ;  2022)4 
DR / Log  F  r  0508360213 
Retested  By ;  in  Ingle  ton 


Moke  Modal 

MOND 


Dolor 

PICK 


Vehicle  Towed  Freni 

PARAOISfi  ELK  FniNiiCO 

No  AecomT 

O'XJ  i.O- ft  10?9  TO  SFPDX  O'HMfTflWVJ 


License 

CA*SOKC64fl 


lor  Name  Lot  Seotlen 

2-P«r  7 


Description 
Race  wry 


Tow  tip  r* 


Slcii^i  Cut  iVhi 


Cell  Toll  on 
16.1600 


Compieterl 
17,95  €0 


Driver  True* 
nra  pts 

KT3  BT5 


Q\*anMy  EvrvirT  tTmcnpl^i 

'0  t^iuH'qqr  titlDib.ef  4  Free 

1,6  $-Tow  PeatBoger  Vehicle 


Tima  Out 

ii;(»oo 

Service  Price  Total 

29-26  2926 

1IK73  184  75 

Sub  ratal  214.00 

Not  Total  2T+JQQ 

Amoi'nl  Paid  214,00 

CretMCard  914  00 
BsTence  000 


Released  To:  'I&3SA  JANE  NGD8TRCHU 


S^ned 


OVn1'  I.  Itftnt 


“«  nKlSffio  m" 

Srro  !4l5>  663-T619 
OPT  /till  711 -I  Mr 


.citywide  oispatch 

I  SAN  FRA^CfSCQ  fA  J4  (415)  920-0711 

■Men - — - — 


19967 


IL  lE==s=3 


PAID 
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Gift  Card  Process: 

A  tracking  sheet  is  provided  for  the  gift  cards.  This  tracking  sheet  must  be  completed  before  using 
the  gift  card. 

1 .  Once  you  have  determined  that  your  customer  is  entitled  to  a  gift  card,  take  a  gift  card 
from  the  stack  kept  at  the  customer  service  windows. 

ii.  Gift  cards  must  be  used  in  sequential  order. 

Here  is  an  example  of  properly  completed  invoice  with  a  gift  card: 


*  -  w.  . 

Invoice 


^IR&turn 

Bern  Francisco  AuloRoUiiti 
BSCSfysniStNHrt «  Room  146 
Kail  of  JuttJM 
s*n  Francisco,  OA 


PH  To: 

CYNTHIA  MAR«  STRATTON 

17&1  SNORKCXKST 

tANTJtATEOCA  04403 

CAC59Jafl7& 


invoice  Onto ;  WWWM6 
Invoice# :  201902 
DR  r  LOO#  tOMWOOOOe 
Nelon«4n  B*  :  e-nagaye'ifr* 


Comments:  PJ  WHITE  CHEV  PIER  70  GRAY  39 


Muhe  Model  Cater  Body 

CHEV  SILVERADO  WHIT  PU 

VoMele  Toned  From 
1064  VAN  NESS  DEARY  Sen  Funcfceo 


License 
—  -NO  PLATE 


WN 

IQCGKMUOVai  330ST 


Lot  Memo  tot  Oe«*o n  Too  *  K°T>  H*w 

a.Pdev?  any  39  Y 


Call  No 

omooboowbm 


Account 

SFPDX  050S2MXNM 


Roeun  DaacrlRtfofi  Tow  Pol® 

FE  EH  4401  UnTceneld  Moor  0ST2W20OS 


Storage  (hJl  Del® 


Com  Token  ComptoW 

04:22:00  0&H;M 


Time  Out 
1474  00 


Driver 

True* 

Quantity 

Service  Description 

DOT 

GOT 

30 

Rue* wiper  Tit  20  Mr.  YlFroe 

GOT 

GOT 

37.0 

PttMftQflr  1st  20  Hr.  af  4  Free 

GGT 

OOT 

1.0 

5-Trafufcr  Fe*-2iHJ  Tow 

1.0 

Lien  Fh 

GOT 

OGT 

1.0 

%  Tovr-Raeienflef  Vehicle 

GGT 

GGT 

IjQ 

32S-AR  V*W  Service 

reed 
rand 
i  to 
Wtl 


i  to 


Sign  your  Card  now! 

Not  valid  without  your  signature 


Service  Price 

Total 

34.00 

9B-6Q 

».75 

136776 

21  75 

2176 

so.oo 

BO  00 

161 70 

1B1.76 

26.00 

25.00 

Safa  Total 

173475 

Net  Total 

1734.75 

Amount  Paid 

173476 

Credit  Card 

1500.00 

Cash 

234.75 

Balance 

0.00 

iRNB,  BY  LAW  YOU  CAM  PROTEST 
F  SAM  FRANCISCO  VEHICLE 
fUCtT  A  MF  AHUdn  WITHIN  SO  DAYS 


PAID 
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Control  Numbers 

Customer  Service  and  Dispatch  each  have  a  separate  control  number  for  the  cab  vouchers  and  gift 
cards.  Cab  vouchers  and  gift  cards  should  not  be  interchanged  unless  it  is  an  emergency  (see  your 
supervisor  or  team  lead).  Please  keep  all  vouchers  and  gift  cards  in  their  assigned  locations. 


7  Waiver  Procedures _ 

Waiving  Storage  Fees 

Storage  fees  are  waived  only  if  the  customer  arrives  within  15  minutes  after  the  storage  fees  have 
increased  and  only  if  the  customer  asks  for  it  -  this  should  not  be  done  automatically.  When  the 
adjustment  is  made,  be  sure  to  add  a  note  in  DTS  explaining  that  they  asked  for  it. 

You  should  do  the  adjustment  at  the  time  of  invoicing.  Use  the  service  billing  item  called  Adjustment. 
To  waive  the  fee,  add  the  Adjustment  service  item  to  the  list  of  services  prior  to  creating  the  invoice. 
Type  in  the  amount  for  the  Adjustment  service  item  using  a  negative  amount  (ex.  -35.75).  When  you 
create  the  invoice  it  will  calculate  the  amount  automatically  minus  the  adjusted  fee. 

Processing  Waivers 

NOTE:  Please  see  the  Police  Procedures  Plan  for  more  detailed  information  on  processing  waivers. 

Waivers  can  be  issued  from  the  San  Francisco  Police  Department  (from  STOP  or  the  department 
which  authorized  the  tow),  from  the  Department  of  Parking  and  Traffic,  or  by  one  of  these  agencies  on 
our  behalf.  Please  verify  which  agency  is  covering  the  waived  dollar  amount  and  add  the  appropriate 
service  item  when  creating  the  invoice. 

The  name  on  the  waiver  must  match  the  name  on  the  customer’s  Driver’s  License. 

The  customer  is  responsible  for  any  fees  outside  of  the  dates  covered  by  DPT/SFPD/AutoRetum. 

The  customer  must  have  the  original  waiver;  copies  are  not  allowed.  An  original  has  a  control  number 
in  the  upper  right  hand  comer,  printed  in  red. 

When  waivers  are  used  to  pay  for  storage,  maximum  days  of  storage  do  not  apply .  The  waiver  covers 
the  storage  fees  based  on  the  dates  written  on  the  form,  but  we  are  not  compensated  for  these  in  some 
cases  (such  as  investigative  holds).  The  customer  is  responsible  for  all  days  of  storage  after  the  date 
listed  on  the  waiver  and  is  not  entitled  to  the  maximum  storage  day  limit  we  have  set  for  the  three  lien 
types. 

Waivers  are  the  same  as  money  -  ensure  these  are  attached  to  the  invoices  during  your  shift.  When 
cashing  out,  ensure  you  place  the  waivers  in  the  slot  designated  for  them  on  the  cash-out  desk.  Do  not 
throw  them  away  when  you  cash  out  at  the  end  of  your  shift. 


8  Storage  Fee  Procedures _ 

DTS  Storage  Calculation  Issues 

Follow  these  procedures  to  ensure  we  charge  storage  fees  correctly: 

1 .  Verify  that  the  Time  In  date/time  matches  the  complete  time  and  date  on  the  Log  screen. 
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2.  Verify  also  that  the  complete  date  is  the  same  date  as  the  Call  Taken  date  -  it  should  be  on  the 
same  day,  within  an  hour  or  two.  Exceptions  are  tows  that  are  dispatched  prior  to  midnight  and 
completed  after  midnight  which  is  technically  the  next  day. 

3.  Verify  that  the  storage  charges  on  the  Invoice  screen  match  the  number  of  days  the  car  has  been  in 
storage. 

4.  If  these  amounts  are  not  correct,  and  you  see  that  the  Time  In  date/time  is  incorrect,  you  will  need 
to  put  the  vehicle  back  in  storage  to  calculate  correctly.  Follow  these  steps: 

a.  Write  down  the  lot  location  (cone)  and  key  number  since  this  information  will  be  lost 
when  you  put  the  call  back  in  storage. 

b.  Write  down  the  complete  time/date  in  the  Log  screen. 

c.  Delete  each  service  currently  listed  in  the  Invoice  section.  Save. 

d.  Put  the  vehicle  Back  in  Storage  (on  Storage  screen).  Save. 

e.  Press  the  Accidentally  Stored  button  in  order  to  remove  the  incorrect  Time  In.  Save. 

f.  Enter  the  correct  date/time  in  the  Time  In  field.  Save. 

From  this  point  on,  you  should  follow  regular  procedures  for  releasing  a  vehicle. 

Date/Time  of  Original  Tow  for  Fee  Calculation 

When  customers  ask  for  their  total  fees,  it  is  very  important  that  you  give  the  customer  the  calculation 
based  on  the  original  Tow  Complete  time.  The  best  way  to  do  this  is  to  use  the  View  Storage  Charge 
button,  which  automatically  figures  the  charges. 

To  tell  a  customer  when  the  storage  charges  will  increase,  you  should  check  the  Log  page  for  the 
Completed  time.  This  is  the  time  that  triggers  the  calculation  of  storage  charges.  Sometimes  it  is 
different  than  the  Time  In  field  on  the  Storage  page.  This  happens  when  the  vehicle  is  transferred. 

One  clue  that  the  Time  In  date/time  is  different  than  the  original  is  to  look  at  the  Tow  Date,  which  is 
always  at  the  top  of  the  tow  record.  When  this  is  different  than  the  Time  In  date/time,  it  means  the 
vehicle  was  transferred  and  you  should  look  at  the  Log  page  for  the  correct  Complete  time/date. 

Customer  Responsibility  for  Storage  Fees  after  Release  of  Liability 

If  the  customer  releases  liability  of  the  vehicle  to  us  by  signing  over  title  to  us,  we  will  stop 
accumulating  storage  fees  immediately.  Otherwise,  storage  fees  will  continue  to  accrue  while  we  go 
through  the  lien  sale  process.  If  the  auction  price  of  the  vehicle  is  less  than  the  total  fees  the  customer 
may  be  responsible  for  the  balance.  AutoRetum  has  partnered  with  The  Rickenbacker  Group  to 
provide  collection  services  for  outstanding  fees  owed  by  customers,  known  as  Deficiency  Claims. 

More  information  to  follow  in  this  section. . . . 

9  Owner  Requested  Tow  Procedures _ 

Tow  Out  -  Attended 

A  Tow  Out  -  Attended  is  when  we  tow  from  our  storage  lot  to  a  customer’s  requested  destination 
(note  that  there  are  added  fees  if  the  destination  is  outside  San  Francisco)  and  the  customer  is  on  site  at 
the  Customer  Service  Center.  The  fee  is  $80.  This  service  is  distinguished  from  the  Premium  Service 
Towback,  which  can  also  be  defined  as  a  Tow  Out  -  Unattended  (the  customer  is  not  at  the  Customer 
Service  Center).  See  section  10  for  more  information  on  the  Towback. 
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Note  that  on  Auction  days,  the  Tow  Out  -  Attended  fee  is  at  a  reduced  rate  of  $65.  Mileage  is  free 
within  San  Francisco.  Outside  of  San  Francisco,  the  fee  includes  5  miles,  plus  bridge  toll  ($5  for 
Golden  Gate  Bridge,  $3  for  all  other  bridges).  Every  mile  after  the  first  5  miles  is  $5. 

Tow  Outs  should  be  added  to  the  invoice  as  a  service  item.  There  is  Service  Billing  item  specifically 
for  this  service  labeled  Tow  Out  Attended.  Ensure  you  get  the  accurate  and  complete  destination 
address  from  the  customer. 

Owner  Request  Tow 

An  Owner  Request  is  a  dispatched  tow  specifically  from  one  destination  to  another  or  a  dispatched 
tow  that  turns  into  a  service  call.  In  the  former  situation,  a  customer  calls  Dispatch  to  request  a  tow 
within  San  Francisco  from  an  origination  point  outside  of  AutoRetum  storage  lots,  to  the  customer’s 
requested  location.  This  tow  does  not  originate  or  end  at  AutoRetum.  The  current  fee  for  this  is  $125. 
Mileage  is  free  within  San  Francisco.  Outside  of  San  Francisco,  the  fee  includes  5  miles.  Every  mile 
after  that  is  $5. 

Owner  Request  tows  should  be  released  the  same  as  regular  tows.  There  is  Service  Billing  item 
specifically  for  this  service.  Make  sure  you  release  these  vehicles  from  the  system,  apply  payment, 
save,  and  print  the  receipt.  The  receipts  should  be  included  in  your  cash  out  procedure. 

Customer  Requests  for  Tow-Out  at  Pier  70 

If  a  customer  wants  to  have  their  insurance  company  come  to  pick  up  their  car  at  Pier  70,  they  are 
allowed  to  do  so.  We  do  not  charge  a  fee  to  allow  them  to  do  this.  The  tow  company  must  come  in 
the  same  day  the  customer  pays.  Otherwise,  the  tow  company  will  be  charged  any  extra  storage. 
Tow-outs  on  Auction  day  are  $65. 
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10  Premium  Services _ 

AutoRetum  offers  premium  services  for  which  customers  will  pay  an  extra  fee. 

Credit  Card  by  Phone  Authorization 

1.  Cost:  $25 

2.  Customer:  must  be  DPT  tow 

3.  Lot:  7th  Street  only 

4.  Hours:  24x7 

5.  Instructions  for  Customer  Service: 

*  Use  the  designated  Phone  Authorization  credit  card  machines  only.  Ensure  you 
put  notes  in  the  DTS  record  indicating  that  the  customer  was  charged  for  the 
Phone  Authorization.  Use  this  form  for  this  procedure.  IIACusionier 
Service\Premium  Services  -  CC  Authorization  Checklist.doc. 

6.  Instructions  for  customer: 

•  The  person  picking  up  the  vehicle  should  get  a  receipt  of  the  transaction  at  the 
Customer  Service  center.  With  this  receipt,  the  customer  can  then  proceed 
through  to  the  storage  lot.  The  customer  will  need  to  provide  his/her  driver’s 
license  and  the  vehicle  keys. 

TowBack 

•  Cost:  $125  +  mileage  if  outside  SF 

•  Customer:  must  be  DPT  tow 

•  Lot:  7th  Street  only 

•  Hours:  24x7 

•  Instructions  for  Customer  Service: 

1.  CS  must  complete  valet  checklist  H:\Customer  ServiceVPremium  Services  - 
T owback  Checkli st.doc. 

2.  Let  the  customer  know  the  total  charge  (towing,  storage,  Towback  fee,  citations, 
lien,  dolly,  transfer,  mileage) 

3.  Ask  customer  for  all  appropriate  information: 

1 .  Name  as  printed  on  credit  card 

2.  Billing  address  (street  number  and  zip  code).  This  is  verified  through 
A  VS  (Address  Verification  System)  so  let  customer  know  it  must  be 
their  billing  address. 

3.  CCV  code  on  back  of  credit  card  (last  3  digits  in  signature  area)  or  on 
the  front  for  AMEX  cards 

4.  Phone  number  for  immediate  call  back 

5 .  Destination  address 
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Note:  Do  not  write  down  the  entire  credit  card  info  on  the  Checklist  or 
on  any  other  piece  of  paper.  Instead,  use  MS  Word,  Excel  or  other 
program  to  type  in  the  number  and  then  delete  it  after  a  successful 
charge.  Only  the  first  four  and  last  four  digits  of  the  credit  card  should 
be  written  on  the  Checklists. 

4.  CSDR  charge  credit  card  for  all  towing  and  storage  charges  plus  $125  premium 
Towback  fee 

5.  Write  the  words  “phone  authorization”  on  the  credit  card  receipt 

6.  Time  Out  vehicle  in  record 

7.  Add  all  appropriate  towing  and  storage  charges.  Do  not  add  $125  premium 
service  here  (it  will  be  added  into  the  Copy  Call  later). 

8.  Release  vehicle  with  approval  code  for  complete  credit  card  charge 

9.  Copy  call 

10.  Make,  Model  and  Customer  information  will  appear  in  the  new  copied  call 

1 1.  In  Account  field,  choose  OR  for  Owner’s  Request 

12.  In  Reason  field,  choose  OR-Tow 

13.  Enter  destination  into  Destination  section  (lower  left  of  the  screen);  save  call 

14.  Call  Dispatch  to  let  them  know  there  is  a  Towback  to  dispatch;  give  them  new 
log  number 

15.  Once  Dispatch  enters  the  tow  company  and  saves  it  to  Services  (with  no  storage 
charges),  CS  can  Time  Out  the  record 

16.  Add  service  ($125  -  Towback) 

17.  Invoice  and  Release  vehicle  with  information  and  approval  code  from  original 
record 

18.  Call  dispatch  to  have  them  print  the  Release 

19.  Invoice  should  be  given  to  TTO  to  have  customer  sign.  This  Invoice  should  be 
returned  to  Customer  Service  for  filing 

*  TTO  will  get  customer’s  signature  on  the  Invoice 

1 .  Instructions  to  customer: 

•  “The  tow  truck  operator  will  tow  your  vehicle  back  to  you  within  the  next  hour.  When  he  arrives, 
you  will  be  asked  to  give  the  Tow  Truck  Operator  your  credit  card  for  imprint,  sign  a  credit  card 
receipt  and  the  AutoRetum  release.” 

1 1  Invoice  and  Paperwork  Procedures _ 

Invoice  Print  outs 

Print  three  copies  of  the  invoice,  one  for  the  customer  to  keep,  one  for  the  customer  to  give  to  the 
Storage  Specialist,  and  one  to  keep  for  Cash  Out.  Make  sure  that  you  keep  all  remaining  paperwork 
together  as  needed  (waivers,  releases,  receipts,  voucher  or  gift  card  copies). 
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Customer  Information 

Do  not  leave  sensitive  customer  information  lying  around,  such  as  faxed  credit  card  authorizations.  If 
you  have  no  need  for  this  information,  place  it  in  the  gray  Confidential  bin.  This  bin  will  be  collected 
and  the  contents  shredded.  If  you  see  customer  information  lying  around  and  you  cannot  match  it  with 
an  invoice,  put  it  in  the  bin. 

Customers  can  fax  credit  card  information  in  advance  of  a  customer  picking  up  the  vehicle  (an 
example  is  a  parent  paying  for  their  son’s/daughter’s  fees).  This  information  should  be  filed  only  in 
the  Credit  Card  Authorization  folder  and  will  be  kept  up  to  24  hours.  After  this  point,  it  will  be  placed 
in  the  Confidential  bin  by  a  supervisor. 

Credit  Card  Receipts 

If  you  staple  credit  card  receipts  to  the  invoice,  remove  credit  card  receipts  from  the  invoice  and  put 
them  all  together  with  the  calculator  tally  and  batch-out  record.  Remember  that  signed  credit  card 
slips  are  the  same  as  cash.  Keep  track  of  them  and  ensure  you  have  all  of  your  paperwork  at  Cash  Out. 

Log  Numbers  on  Paperwork 

You  are  responsible  for  writing  the  DR  number  on  every  piece  of  paper  associated  with  a  release.  This 
includes  vouchers,  releases,  lien  paperwork,  etc.  When  paperwork  is  missing  DR  numbers  we  then 
have  to  try  to  find  the  DR  number  before  it  can  be  filed. 

In  order  to  make  this  process  easier,  leave  your  paperwork  in  your  folder  in  the  Cash  Out  room  every 
night.  We  will  review  the  paperwork  to  make  sure  the  DR  numbers  are  on  each  piece  of  paper. 

This  is  such  an  important  step  that  it  is  included  in  the  CSDR  performance  evaluation,  so  ensure  you 
are  both  writing  on  the  paperwork  and  filing  your  paperwork  in  your  folder  for  our  review. 

Unpost  Invoice 

There  are  times  when  it  is  necessary  to  unpost  an  invoice. 

Instances  requiring  unposting: 

•  Customer  service  representative  released  incorrect  vehicle  and  must  put  the  vehicle  back  in 
storage 

•  Customer  payment  is  denied  (check  or  credit  card) 

•  Other  reasons 

Dean  Driver,  Stephani  Martin,  and  John  Pendleton  are  able  to  unpost  an  invoice. 

Steps  for  unposting: 

1 .  Record  Invoice  number 

2.  Call  Dean  Driver  to  request  unposting. 

3.  If  he  is  not  available,  call  Stephani  Martin  or  John  Pendleton. 

4.  Once  Invoice  is  unposted,  add  Notes  to  the  record  detailing  reason  for  unposting. 

Note:  If  Invoice  has  not  yet  been  paid,  the  Invoice  can  be  unposted  in  the  system  without 
management. 
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5.  If  no  one  is  available  and  unposting  is  not  critical  to  resolving  the  immediate  customer’s 
accurate  release,  leave  a  voice  mail  for  Dean  indicating  the  correct  vehicle  was  released  and 
incorrect  vehicle  requires  unposting. 

In  any  instance,  remember  to  post  a  Note  detailing  the  reason  for  unposting.  This  pertains  even  to 
unposting  that  is  done  after  Services  and  before  Release  (when  the  CS  Rep  can  do  it  her/himself). 

12  Personal  Property _ 

All  property  in  stored  vehicles  remains  in  the  vehicle  until  the  customer  comes  to  claim  it  or  until 
AutoRetum  takes  possession  of  the  vehicle  after  the  lien  process  is  complete.  Auto  Return’s  objective 
is  to  efficiently  and  ethically  dispose  of  unclaimed  personal  property  obtained  as  a  result  of  vehicle 
disposal.  Property  not  retrieved  by  the  vehicle  owner  by  the  Lien  Clear  date  is  considered  to  be 
forfeited  by  the  vehicle  owner.  AutoRetum  policy  is  that  all  salvageable  property  contained  in  the 
vehicle  after  the  Lien  Clear  date  is  donated  to  charity  organization(s).  The  current  donation  recipient 
is  San  Francisco’s  local  Salvation  Army. 

The  exception  to  this  policy  is  that  unattached  objects  perceived  to  be  of  high  value  may  be  removed 
with  Supervisor  approval.  Storage  Specialist  will  notify  a  supervisor  when  items  of  value  are  in  a 
vehicle.  If  the  vehicle  is  unlocked,  or  the  key  is  available,  the  property  is  then  removed,  inventoried, 
and  stored  securely  for  safekeeping.  This  is  one  of  the  few  instances  in  which  AutoRetum  employees 
enter  a  vehicle.  (Storage  Specialists  may  also  enter  a  vehicle  to  turn  off  lights  or  hazards  to  preserve  a 
vehicle’s  battery  power). 

12.1  Inventory  of  Personal  Property 

AutoRetum  performs  an  inventory  of  every  vehicle  that  arrives  in  its  storage  lots.  This  inventory  is 
performed  by  the  Storage  Specialists.  The  information  gathered  from  the  inventory  includes: 

*  Marks  on  vehicle 

*  Damage  on  vehicle 

*  Contents  of  vehicle  (observed  through  windows) 

*  High-value  item  inventory  location 

If  high-value  property  is  removed  from  a  vehicle  for  storage,  a  note  is  written  on  the  windshield  as  a 
reference. 

All  other  personal  property  (clothing,  CD’s,  etc.)  remain  in  the  vehicle  until  the  Lien  Clear  date.  At 
this  time,  the  vehicle  is  cleaned  for  disposal  or  auction.  The  property  is  then  removed  and  placed  in  a 
storage  area.  Unclaimed  property  is  donated  weekly  to  the  designated  charity  organization(s). 

12.2  Inventory  Management 

Inventory  management  of  vehicle  contents  is  limited  to  the  written  inventory  on  every  stored  vehicle 
and  the  storage  of  high-value  property. 

12.3  Internal  Theft  or  Damage 

In  the  course  of  investigating  claims  for  damage  or  theft,  if  any  employee  is  found  to  be  involved 
and/or  responsible,  that  employee  will  be  disciplined  up  to,  and  including,  termination  and  the  filing  of 
criminal  charges. 


AutoRetum  1 7 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


Customer  Service  /  Dispatch  Policy  Manual 


13  Vehicle  Release  Procedures _ 

24-Hour  Vehicle  Release  from  Pier  70 

Vehicles  located  at  Pier  70  are  accessible  to  customers  at  all  times.  All  vehicles  must  be  released  to 
customers  within  one  (1)  hour  of  release  at  the  Customer  Service  Center. 

When  releasing  Pier  70  vehicles  ask  customers  if  they  are  the  one  who  will  actually  pick  up  the  car. 
This  is  especially  important  if  an  insurance  company  will  be  picking  up  the  car.  They  may  have  to  pay 
extra  storage  charges  and  we  do  not  want  this  to  be  a  surprise.  Verify  who  will  be  picking  up  the  car, 
and  when.  Remind  customers  that  if  the  car  isn’t  picked  up  that  day  or  by  the  next  morning  before 
1 1AM  the  person  who  picks  it  up  will  be  charged  extra  storage. 

Business  hours  are  Monday  through  Friday,  8am  to  5pm;  Saturday,  8am  to  12pm 
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After  business  1 .  CSDR  releases  vehicle  to  customer 
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Locating  Vehicles  On  Short  Term  Lot 

During  peak  times,  there  may  be  delays  in  vehicle  information  entry.  As  soon  as  you  have  confirmed 
that  the  vehicle  is  not  in  DTS  then  you  should  let  the  customer  know  that  there  is  a  slight  delay  due  to 
the  volume  of  the  vehicles  coming  in.  Tell  the  customer  that  you  will  contact  the  storage  lot  to  track 
down  the  information  to  give  them  reassurance  that  you  are  working  on  their  behalf. 

Ask  for  the  customer’s  name.  That  way  when  you  call  the  customer  back  to  the  window,  you  can  do 
so  by  name  rather  than  car  make/model. 

If  Dispatch  is  unable  to  find  the  vehicle,  call  Tow  Desk  to  verify  it  was  towed  and  find  out  the 
location/reason  of  tow.  If  the  Tow  Desk  has  the  tow,  ask  Dispatch  to  review  their  paperwork. 

It  is  our  responsibility  to  find  the  car  if  Tow  Desk  says  that  we  should  have  it.  You  can  request  that  a 
Storage  Specialist  walk  the  lot  to  look  for  the  car,  but  you  must  make  sure  you  have  accurate 
information  on  the  vehicle  before  requesting  this  assistance. 

If  Dispatch  gives  you  a  time  estimate  for  entering  the  paperwork  into  DTS,  overestimate  the  time  to 
the  customer.  So  if  Dispatch  says  it  will  take  5  minutes,  tell  the  customer  it  will  take  10  minutes.  That 
way,  when  it  happens  sooner  than  that,  the  customer  is  pleasantly  surprised.  It  is  important  to  under 
promise  and  over  deliver. 

If  the  customer  is  on  the  phone,  do  not  ask  the  customer  to  call  back.  Get  their  number  and  tell  them 
you  will  call  them  back. 

DPT  Tow  Releases 

Follow  these  steps  for  DPT  Tow  releases  (see  the  Customer  Service  Training  Guide  for  more  detailed 
instructions): 

1 .  Customer  must  present  a  valid  Driver’s  License  and  should  either  be  or  know  the  registered 
owner  (verify  during  the  transaction) 

2.  Check  DTS  for  plate  number,  VIN  number,  or  the  make  and  the  date  of  tow 

3.  Check  TIMS  to  determine  whether  or  not  there  are  citations  and  if  the  vehicle  is  listed  as 
towed 

4.  Collect  payment 

5.  Release  vehicle  from  DTS 

6.  Print  receipts 

7.  Give  customer  2  receipts  (one  for  their  records  and  one  for  the  Storage  Specialist) 

8.  Release  from  TIMS  (note:  if  the  vehicle  is  not  yet  in  TIMS,  continue  to  check  in  TIMS  prior 
to  your  shift  end  to  release  the  vehicle) 

DPT  Tow  Releases  with  Citations 

When  releasing  a  DPT  towed  vehicle,  check  for  citations  and  follow  the  steps  outlined  in  section  5  of 
this  Procedures  Guide. 

If  the  customer  was  towed  for  citations  (Scof/651.1  -  Outstanding  Citations),  the  customer  must  pay 
for  all  outstanding  citations  or  must  show  proof  of  payment  with  an  itemized  DPT  or  DMV  receipt.  If 
there  are  still  over  5  outstanding  citations,  the  customer  must  pay  these. 
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The  customer  may  also  present  a  Citation  Status  Form,  which  exempts  the  customer  from  paying  the 
Citations  that  are  due. 

DPT  Tow  Release  for  Non-Registration 

If  a  customer  was  towed  for  non-registration  (Scof/65 1 .0  -  Non-Registration),  the  customer  must 
present  either  a  current  registration  or  a  DMV  temporary  moving  permit  or  operator’s  permit. 

Copy  the  registration  or  moving  permit  for  the  file. 

Note  that  if  there  are  5  or  more  citations  on  the  vehicle  prior  to  the  registration  date,  these  must  be  paid 
by  the  customer.  DMV  and  DPT  requires  that  these  be  paid  since  the  vehicle  was  not  registered  prior 
to  the  tow  or  within  the  10-day  window,  or  was  parked  on  public  property  during  that  10-day  window. 

Follow  the  steps  outlined  in  section  12.3  for  release. 

SFPD  Tow  Releases 

For  vehicles  towed  by  the  SFPD  and  not  on  Hold,  the  customer  must  present  a  vehicle  Release  from 
SFPD  (obtained  from  any  San  Francisco  police  station  or  STOP,  room  154).  Identification  is  required. 
See  the  Police  Procedures  Plan  for  specific  instructions  on  Release  forms. 

The  Driver’s  License  must  match  the  name  on  the  vehicle  release.  The  vehicle  information  in  DTS 
must  match  the  information  on  the  Release. 

Once  the  proper  Release  is  received  from  the  customer,  follow  the  steps  outlined  in  section  12.3  to 
release  vehicle  in  DTS. 

SFPD  Release  Forms 

Review  any  SFPD  Release  forms  given  to  you  by  the  customer.  Ensure  that  if  a  vehicle  is  on  Hold, 
that  the  release  comes  from  the  STOP  department  or  the  appropriate  department  that  put  the  vehicle  on 
hold.  STOP  department  holds  have  a  serial  number  located  in  the  upper  right  comer  of  the  document. 
In  addition,  the  Unit/Co.  letter  will  be  K  and  the  Release  Issued  By  will  be  one  of  the  names  on  the 
authorized  name  list  posted  in  Customer  Service.  All  other  units  are  police  stations  and  are  not  valid 
for  Hold  releases. 

If  the  vehicle  was  towed  by  the  Police  Department  and  does  not  have  a  Hold,  the  customer  must  obtain 
a  Release  from  Southern  Station  (or  STOP  as  well  if  their  office  is  open). 

All  Release  forms  must  be  signed  by  the  customer. 

If  the  Release  is  being  dropped  off  for  later  use,  add  Notes  in  the  record  which  includes  the  fact  that 
the  Release  is  on  file  and  add  the  name  of  the  person  on  the  Release.  This  last  step  is  important  since 
the  vehicle  should  only  be  released  to  this  person,  the  exception  being  insurance  companies  picking  up 
on  behalf  of  the  customer. 

NOTE:  Vehicles  towed  for  any  of  the  following  reasons  also  require  a  release  from  STOP,  room  154: 

•  Arrest 

•  23152  (DUI) 

•  22655  (Evidence) 

•  12500A  (No  License) 

•  14601  (Suspended  License) 

•  4462B  (Altered  VIN  or  Registration) 
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•  Scof/4000A  (Expired  Registration) 

•  Scof7651.0  (Non-registration) 

•  Scof/65 1 .1  (Outstanding  Citations) 

•  Any  vehicle  with  a  Hold  by  SFPD 
Police  Release  for  Property 

See  the  Police  Procedures  Plan  for  information  on  handling  Property  Releases. 

Police  Department  Unmarked  Vehicle  Release 

The  San  Francisco  Police  Department  has  unmarked/undercover  vehicles  that  are  occasionally  towed 
for  routine  towing  reasons.  The  following  is  the  process  for  release  of  these  vehicles: 

Monday  through  Friday,  0600  to  1800  hours: 

•  The  undercover  officer  must  contact  SFPD  Fleet  Operations  and  notify  them  of  the  tow. 

•  The  officer  will  proceed  to  450  7th  Street  and  identify  themselves  and  the  department 
vehicle.  The  officer  must  present  a  PD-issued  identification  card. 

»  AutoRetum  Customer  Service  Dispatch  Representative  will  contact  SFPD  Fleet 
Operations  at  (415)  553-1221  to  verify  that  the  vehicle  is  an  SFPD  vehicle. 

•  Once  verification  is  made,  the  CSDR  will  process  the  release  with  a  waiver  payment.  The 
CSDR  will  print  the  release  and  have  the  officer  sign  it.  The  CSDR  should  add  Notes  in 
the  record  detailing  the  transaction. 

•  The  CSDR  will  fax  the  signed  release  to  SFPD  Fleet  Operations  at  (415)  553-1223, 
attention  Officer  Rich  Lee. 

•  SFPD  Fleet  Operations  will  produce  the  waiver  by  the  next  business  day.  The  contact  for 
waivers  is  Officer  Rich  Lee,  who  is  responsible  for  ensuring  the  waivers  are  submitted  to 
AutoRetum. 

After  business  hours: 

1.  The  undercover  officer  must  contact  SFPD  Fleet  Operations  and  notify  them  of  the  tow. 

2.  The  officer  will  proceed  to  450  7th  Street  and  identify  themselves  and  the  department  vehicle. 

3.  AutoRetum  Customer  Service  Dispatch  Representative  will  contact  SFPD  Fleet  Operations  at 
(415)  553-1071  (note  the  different  number  from  the  business  hours  directions)  to  verify  that 
the  vehicle  is  an  SFPD  vehicle. 

4.  Once  verification  is  made,  the  CSDR  will  process  the  release  with  a  waiver  payment.  The 
CSDR  will  print  the  release  and  have  the  officer  sign  it.  The  CSDR  should  add  Notes  in  the 
record  detailing  the  transaction. 

5.  The  CSDR  will  fax  the  signed  release  to  SFPD  Fleet  Operations  at  (415)  553-1223,  attention 
Rich  Lee. 

6.  SFPD  Fleet  Operations  will  produce  the  waiver  by  the  next  business  day.  The  contact  for 
waivers  is  Officer  Rich  Lee,  who  is  responsible  for  ensuring  the  waivers  are  submitted  to 
AutoRetum. 
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Insurance  Releases 

When  a  vehicle  is  a  stolen  recovery  or  an  accident  tow,  it  is  likely  that  the  customer  will  have  their 
insurance  company  pick  up  the  vehicle.  Ask  the  customer  if  they  are  picking  up  the  vehicle  or  if  their 
insurance  company  is  doing  so.  If  the  insurance  company  is  picking  it  up,  put  this  information  in  the 
Notes  section  of  the  record.  Remind  the  customer  that  if  the  vehicle  is  not  picked  up  the  same  day,  the 
insurance  company  will  have  to  pay  extra  fees. 

Customers  can  bring  in  a  police  release  on  their  car  so  that  the  car  can  be  picked  up  by  an  Insurance 
company  later.  When  this  happens,  record  this  information  in  the  DTS  Notes  section.  The  Notes 
section  is  the  only  way  we  know  this  release  is  on  file.  This  allows  us  to  pass  on  the  release 
information  to  the  Insurance  company  when  they  call  and  eliminates  searching  for  the  release  when 
they  come  to  the  window. 

Type  I I/V  Vehicles 

Be  careful  not  to  release  Type  II  or  Type  V  vehicles  as  Passenger  Cars.  Make  sure  you  check  the  type 
of  vehicle  (located  on  the  Storage  screen  at  the  top  right)  to  verify  which  kind  of  vehicle  it  is  before 
you  add  the  Service/Billing  item. 


14  Crime  Lab  Procedures _ 

Location  of  SFPD  Crime  Lab 

The  location  of  the  SF  Police  Department’s  Crime  Lab  is  adjacent  to  the  Customer  Service  Center.  It 
is  off-limits  to  the  public  and  to  non-designated  AutoRetum  employees. 

Crime  Lab  Releases 

When  a  customer  is  notified  that  their  vehicle  is  ready  for  release  from  the  Crime  Lab,  they  will  come 
to  AutoRetum  assuming  the  vehicle  is  ready  for  pick-up.  However,  often  their  car  will  need  to  be 
“transferred”  from  the  Crime  Lab  to  AutoRetum  (it  will  need  to  be  moved  from  the  Crime  Lab  area  to 
AutoRetum’s  storage  area).  Ask  the  customer  to  wait  while  you  find  out  the  transfer  time  of  the 
vehicle.  Explain  to  the  customer  that  even  thought  it  is  authorized  for  release,  there  is  a  process  to 
transfer  it  from  the  Crime  Lab.  Contact  the  Crime  Lab  for  the  transfer  date  and/or  time. 

If  Crime  Lab  responded  in  person,  the  vehicle  should  be  transferred  within  an  hour.  If  Crime  Lab  did 
not  respond  you  have  to  leave  a  message,  it  may  take  2  or  more  hours  before  the  vehicle  is  transferred. 
If  this  is  the  case,  please  let  the  customer  know  this  and  tell  them  they  should  not  wait  around.  Ask  for 
the  customer’s  contact  number  and  let  them  know  you  will  call  them  when  the  vehicle  is  available  for 
pick  up. 

Note  also: 

•  The  CSDR  should  change  the  Service  Type  and  Lot/Section  in  DTS  to  7th  Street  from  Crime  Lab 
and  charge  the  Transfer  Fee  so  that  you  can  release  the  vehicle. 

m  Let  the  customer  know  it  might  take  more  than  an  hour  to  have  the  vehicle  transferred.  Do  not 
release  the  vehicle  until  you  get  confirmation  that  the  car  has  been  movedj.  Apologize  to  the 
customer  and  ask  the  customer  to  wait  while  we  contact  Crime  Lab  to  do  the  transfer.  Let  them 
know  that  often  the  PD  inspector  notifies  the  customer  before  we  are  notified  that  the  vehicle  is 
ready. 
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Crime  Lab  Storage  Charges 

We  do  not  charge  storage  fees  for  the  time  a  vehicle  is  stored  at  the  Crime  Lab.  We  will,  however, 
charge  for  storage  for  the  time  period  in  which  it  is  on  AutoRetum  property.  If  storage  is  accrued  on 
the  vehicle  for  just  Crime  Lab  or  for  both  Crime  Lab  and  A/R,  you  should  do  an  adjustment  to  credit 
the  storage  accrued  at  Crime  Lab. 

Other  clarifications  regarding  Crime  Lab: 

1 .  Black  and  White  tows  are  always  courtesy  tows.  We  will  not  charge  any  towing  or  storage 
fees  for  these  vehicles. 

2.  Undercover/City  vehicles  on  hold  for  Investigation  are  courtesy  tows.  We  will  not  charge  any 
towing  or  storage  fees  for  these  vehicles. 

3.  Undercover  vehicles  towed  for  reasons  other  than  investigation  (i.e.  towaway,  yellow  zone, 
etc.)  should  be  charged  tow  and  storage.  They  will  need  to  either  get  a  waiver  for  release  or 
pay  the  fees.  Please  see  section  12.9  for  more  information. 

4.  City  vehicles  towed  for  reasons  other  than  investigation  (i.e.  towaway,  yellow  zone,  etc.) 
should  be  charged  tow  and  storage.  The  person  picking  it  up  will  need  to  either  get  a  waiver 
for  release  or  the  owning  department  will  have  to  pay  the  fees. 


15  Auction  Procedures _ 

Auction  Paper  work 

There  are  cases  in  which  an  auction  customer  calls  us  to  request  copies  of  their  auction  paperwork.  Take 
down  the  customer’s  name  and  phone  number.  Let  the  customer  know  that  you  will  pass  it  on  and  that  the 
customer  should  expect  a  response  within  one  business  day. 

There  may  be  a  charge  of  $10  for  the  reproduction  of  these  documents.  The  customer  will  be  charged  by 
Ricardo. 

Pass  this  message  on  to  Ricardo  Aguirre  (primary  contact)  or  Eduardo  Deir  (secondary  contact). 


16  TIMS  Procedures _ 

Vehicle  Releases  in  TIMS 

Remember  to  release  vehicles  in  TIMS  when  releasing  the  vehicle  in  DTS.  If  the  vehicle  is  not  yet  in 
TIMS  (such  as  with  Towaways),  remember  to  go  back  in  and  release  it  before  the  end  of  your  shift. 

We  are  planning  to  do  batches  of  releases  each  morning  for  the  previous  day,  but  release  of  your  own 
vehicles  will  help  this  effort. 

Citation  Payment  Information 

Remember  to  print  out  the  citations  information  from  TIMS  when  you  take  citations  payments.  Attach 
this  print-out  to  your  invoice  to  keep  these  connected. 

Citation  Payment  Process 

See  the  Customer  Service  Training  Guide  for  detailed  instructions. 
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Boot  Fees 

If  the  Department  of  Parking  and  Traffic  boots  a  vehicle,  it  will  show  up  in  TIMS  as  a  $75  charge. 
This  should  be  charged  to  the  customer  upon  payment  of  Citations. 


17  Lien  Processing _ 

Lien  Process 

Per  California  Civil  Code  3074,  AutoRetum  is  authorized  to  begin  the  Lien  Sale  process  on  a  vehicle 
72  hours  after  the  tow. 

Lien  I  vehicles  can  be  cleared  and  disposed  of  15  days  after  the  Lien  Start  Date.  DMV  allows  us  to 
charge  up  to  60  days  storage. 

Lien  II  vehicles  can  be  cleared  and  sold  31  to  41  days  after  the  Lien  Start  Date  (the  timing  depends  on 
DMV’s  response  on  the  vehicle).  DMV  allows  us  to  charge  up  to  60  days  storage. 

Lien  III  vehicles  can  be  cleared  and  sold  60  days  after  the  Lien  Start  Date.  DMV  allows  us  to  charge 
up  to  120  days  storage. 

If  a  Lien  is  not  started  witjhin  8  days  of  the  vehicle  tow  date,  AutoRetum  can  only  charge  the  7  days  of 
storage  and  then  cannot  charge  storage  fees  until  the  lien  start  date. 

For  example,  a  vehicle  was  towed  June  1 .  The  lien  was  started  on  June  30.  We  would  be  allowed  to 
charge  storage  from  June  1  through  June  7.  We  would  not  be  allowed  to  charge  storage  from  June  8 
until  June  29.  We  would  then  be  allowed  to  charge  storage  from  June  30  and  on. 

Lien  Fees 

Ricardo  Aguirre  is  the  primary  Lien  contact;  Eduardo  Deir  is  the  secondary  contact.  Please  address 
questions  to  Ricardo  first  at  (558-7417).  Questions  may  be  emailed  to  Eduardo  by  a  supervisor. 

Liens,  by  law,  can  and  will  be  started  72  hours  after  a  vehicle  has  been  towed.  A  vehicle  on  Hold 
cannot  be  liened.  Once  the  Hold  is  lifted,  the  vehicle  can  be  liened. 

->  Lien  I  maximum  storage  of  3  days  (Note  that  this  is  less  than  what  the  State  allows). 
Fees  will  include: 

o  tow  fee  based  on  type  of  vehicle 

o  maximum  storage  days  of  3  (see  chart  for  specific  charges  based  on  type  of  vehicle) 
o  lien  fee  based  on  type  of  vehicle 
o  transfer  fee  based  on  type  of  vehicle 
o  dolly  fee  (if  applicable) 

Note:  You  should  encourage  customers  to  take  advantage  of  this  policy.  We  want  customers  to 
pick  up  the  Lien  Is  rather  than  ship  them,  so  try  to  “sell"  this  to  Lien  1  customers. 

— »  Lien  II  maximum  storage  of  60  days.  Fees  will  include: 

o  tow  fee  based  on  typed  of  vehicle 

o  maximum  storage  days  of  60  (see  chart  for  specific  charges  based  on  type  of  vehicle) 
o  lien  fee  based  on  type  of  vehicle 
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o  transfer  fee  based  on  type  of  vehicle 
o  dolly  fee  (if  applicable) 

->  Lien  III  maximum  storage  of  120  days.  Fees  will  include: 

o  tow  fee  based  on  type  of  vehicle 

o  maximum  storage  days  of  120  (see  chart  for  specific  charges  based  on  type  of  vehicle) 
o  lien  fee  based  on  type  of  vehicle 
o  transfer  fee  based  on  type  of  vehicle 
o  dolly  fee  (if  applicable) 

These  are  maximums  only.  This  does  not  mean  every  vehicle  will  be  charged  at  this  amount.  Some 
vehicles  will  be  picked  up  by  the  customers  prior  to  these  maximum  days.  The  fees  on  the  attached 
chart  are  simply  the  maximum  we  will  charge  for  the  three  types  of  liens.  Please  be  careful  to  look  at 
what  kind  of  lien  the  vehicle  is  before  quoting  customers. 

This  policy  pertains  to  the  towing  and  storage  fees  only.  This  does  not  impact  or  change  the  fees  owed 
on  Citations  or  for  SFPD  STOP  fees. 

These  policies  DO  NOT  apply  to  vehicles  that  are  unclaimed.  If  and  when  we  decide  to  pursue 
collections  on  these  fees,  we  will  not  adhere  to  the  maximum  limits.  We  would  collect  on  all  fees 
owed,  even  if  they  are  over  the  maximum  amounts.  However,  we  are  currently  not  doing  collections. 

Lien  Communication  to  Customers 

It  is  important  to  review  the  Lien  Sale  Start  date  and  Clear  Date  and  use  this  information  to  provide 
accurate  responses  to  customers’  questions. 

For  Lien  Is: 

— >  If  there  is  NO  Clear  Date,  the  assumption  is  that  the  vehicle  is  still  at  Pier  70  and 
available  for  release  to  the  customer.  If  the  customer  comes  that  day,  there  should 
be  no  problem.  If  the  customer  can’t  make  it  that  day,  they  should  be  advised  that 
the  lien  status  can  change  day  to  day  and  the  Customer  Service  (CS)  agent  should 
offer  to  get  the  exact  lien  status  for  the  customer.  This  generally  requires 
collecting  the  customer’s  call-back  information  and  then  contacting  the  Pier  70 
staff  (Ricardo  or  Eduardo)  to  have  them  determine  if  there  is  a  clear  date 
assigned.  The  customer  can  then  be  advised  of  the  clear  date  and  be  told  that  the 
vehicle  is  authorized  for  sale  any  time  on  or  after  that  date. 

— >  If  there  is  a  Clear  Date  and  it  is  in  the  FUTURE,  the  customer  should  be  advised 
that  the  vehicle  is  authorized  for  sale  any  time  on  or  after  the  clear  date.  The 
customer  should  be  encouraged  to  come  and  pay  for  their  vehicle  prior  to  the  clear 
date. 

-»  If  there  is  a  Clear  Date  and  it  is  in  the  PAST  or  it’s  the  current  date,  the  customer 
should  be  advised  that  the  vehicle  was  authorized  for  sale  any  time  on  or  after  the 
clear  date.  The  contents  will  be  removed  from  the  vehicle  after  the  Clear  Date. 

In  addition,  the  vehicle  may  be  sold  immediately.  The  CS  agent  should  contact 
Pier  70  to  check  on  the  status  of  the  vehicle.  This  can  sometimes  require  direct 
radio  contact  out  to  the  shipping  area  to  determine  if  the  vehicle  is  still  there.  If 
the  vehicle  has  not  been  marked  for  shipment,  it’s  generally  easier  for  Pier  70  to 
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determine  that  the  vehicle  has  not  yet  been  shipped.  The  same  applies  to  vehicles 
on  auction  day.  They  can  be  sold  but  not  invoiced  for  hours  or  not  marked  as 
shipment  until  the  end  of  the  next  day. 

If  a  vehicle  is  a  Lien  2  or  a  Lien  3  with  a  Clear  Date  of  the  same  day  or  in  the  PAST,  it  is  always  a 
possibility  that  it  could  be  sold  at  the  next  auction.  CS  should  always  confirm  the  exact  status  before 
committing  anything  to  the  customer.  And  to  re-emphasize,  if  it’s  a  Lien  1  and  it  has  a  Clear  Date  of 
the  same  day  or  in  the  past,  it  could  be  shipped  already.  CS  should  always  confirm  the  exact  status 
before  committing  anything  to  the  customer. 

If  the  customer  requests  a  vehicle  be  put  on  hold  until  they  can  come  to  retrieve  it,  you  must  get 
management  approval  before  agreeing  to  this.  Once  a  manager  approves  it,  we  will  put  the  vehicle  on 
“ARMgmt”  Hold. 

18  Deficiency  Claims _ 

Deficiency  Claim  Process 

When  customers  fail  to  pay  their  fees  and  they  abandon  their  vehicle  on  our  storage  lots,  they  may  be 
liable  for  any  towing,  storage,  transfer,  lien  and  other  fees  left  over  after  the  disposal  of  the  vehicle 
(either  through  shipment  to  a  disposal  company  or  through  an  auction).  The  excess  fees  owed  are 
known  as  a  deficiency  claim.  This  deficiency  claim  is  authorized  by  the  Contract  to  be  collected  by 
AutoRetum. 

A  diligent  customer  will  have  at  least  one  and  in  many  cases,  two  or  three  alternatives  or  chances  to 
avoid  the  deficiency  claim  process,  to  be  made  available  to  the  customer  in  notice  or  letter  format. 

Note  that  these  are  not  required  by  the  vehicle  code  -  AutoRetum  has  chosen  to  offer  these 
alternatives  to  give  customers  the  most  options  before  sending  the  claim  to  collections.  If  a  customer 
does  not  accept  any  of  the  offers  to  clear  the  deficiency  claim,  the  claim  is  eventually  forwarded  to  our 
collection  agency,  The  Rickenbacker  Group. 

At  this  time,  CSD  reps  taking  phone  calls  from  customers  inquiring  about  their  notice  or  letter,  or 
customers  simply  wanting  more  information,  should  be  told  that  a  Supervisor  will  return  their  phone 
call.  The  CSDR  rep  should  add  Notes  in  the  record,  make  a  snapshot  of  the  call,  and  place  the 
snapshot  with  the  customer’s  contact  information  in  the  inbox  labeled  Deficiency  Claim  Follow-ups 
located  in  the  cubicle  for  Team  Leads  Doris  Kang  and  Luisa  Garay. 

The  following  outlines  the  information  about  Deficiency  Claims: 

18.1  Deficiency  Claim  Information 
Definitions 

•  Registered  Owner:  The  person  listed  on  record  at  the  DMV  as  the  person  registered  by  the 
department  as  the  owner  of  the  vehicle.  They  will  receive  a  Notice  of  Stored  Vehicle  since  their 
name  is  connected  to  the  vehicle.  If  there  is  no  Interested  Parties,  this  person  will  be  responsible 
for  the  Deficiency  claim  and  will  receive  the  Amnesty  Offer,  the  Pre-Collect  letter,  and  any 
correspondence  from  The  Rickenbacker  Group. 

•  Legal  Owner:  The  financial  institution  who  financed  the  purchase  of  the  vehicle.  They  will 
receive  a  Notice  of  Stored  Vehicle  as  a  party  involved  in  the  ownership  of  the  vehicle. 
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•  Interested  Parties:  The  last  known  purchaser  of  the  vehicle  recorded  by  DMV  (Release  of 
Liability,  wholesale  transaction,  or  Transfer  in  Progress  on  file).  This  person(s)  has  the  title,  but 
[has  not  completed  the  transfer  of  ownership  with  DMV,  therefore  they  are  listed  as  a  buyer  in 
addition  to  the  R/O.  This  process  may  take  several  months,  so  this  section  could  potentially  have 
more  than  one  name.  If  there  is  an  Interested  Party,  this  person  will  be  responsible  for  the 
Deficiency  claim  and  will  receive  the  Amnesty  Offer,  the  Pre-Collect  letter,  and  any 
correspondence  from  The  Rickenbacker  Group. 

If  a  customer  feels  they  have  received  a  notice  from  us  in  error  due  to  selling/transferring  a  vehicle, 
they  must  provide  us  with  a  Bill  of  Sale  or,  if  appropriate,  the  contract/agreement  for  a  rental  vehicle. 
To  be  considered  valid,  it  should  be  dated  prior  to  the  vehicle  tow  date.  This  should  be  sent  to 
Accounting  (Ray  or  Marfel)  who  will  route  the  Bill  of  Sale  back  through  the  process.  The  customer 
will  be  removed  from  the  Deficiency  Claim  if  the  Bill  of  Sale  is  valid  and  dated  prior  to  the  vehicle 
tow  date.  If  the  paperwork  is  valid  (as  confirmed  by  a  Manager),  then  the  person  working  with  the 
customer  may  send  them  the  following  letter,  customized  with  the  customer’s  information: 
HACustomer  ServiceVDcficiencv  ClaimsVCommunications  to  Customeis\Letter  -  Not  Responsible  for 
Deficiency  Claim.doc. 

Note:  If  the  customer  sent  in  a  Release  of  Liability  to  the  Department  of  Motor  Vehicles 
(DMV),  but  their  name  is  still  showing  as  the  Registered  Owner,  you  can  suggest  that  they 
re-send  a  Release  with  the  original  date  of  sale.  If  they  want  to  submit  a  Release  of  Liability 
to  us,  you  may  make  a  copy  for  our  records,  but  we  do  not  process  this  paperwork.  Give  the 
original  back  to  the  customer  and  let  them  know  they  must  submit  this  to  the  DMV.  We  do 
not  have  control  over  this  process  and  we  cannot  accelerate  DMV’s  acceptance  of  the 
Release.  Customers  must  follow-up  on  their  own.  They  can  provide  us  the  name  of  the 
person  they  sold  the  vehicle  to,  but  they  will  continue  to  receive  communication  from  us 
until  the  DMV  verifies  the  Release. 


Maximum  Fees 


Customers  are  given  an  opportunity  to  retrieve  their  vehicles  up  to  the  maximum  fees  during  time  the 
vehicle  is  in  storage.  This  is  particularly  significant  for  customers  with  Lien  I  vehicles.  The  current 
maximum  fees  can  be  found  at:  H:\Forms\Customer  Service  &  Dispatch.  CSDRs  should  encourage 
customers  with  Lien  I  vehicles  in  particular  to  take  advantage  of  these  maximum  fees.  In  the  case  of 
Lien  1  vehicles,  the  maximum  fee  is  lower  than  the  allowable  fees  under  the  vehicle  code.  Also,  as  an 
added  source  of  information,  refer  the  customer  to  the  vehicle  code  sections  of  3068,  3071  and  3072. 


»NOTE:  maximum  fees  do  not  apply  to  unclaimed  vehicles  when  we  are  calculating  the 

deficiency  claim  or  to  vehicles  claimed  using  any  types  of  waivers.  In  these  cases,  the  actual 
storage  fees  are  used. 

Delinquent  citation  amounts  and  any  required  fees  for  the  SFPD  are  required  to  be  addressed  with  that 
City  agency  and  must  be  dealt  with  prior  to  release  of  the  vehicle. 


Deficiency  Claim  Process 

To  process  any  step  of  the  Deficiency  Claim,  please  refer  to  the  CSD  Procedures  Manual  for 
instructions. 
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19  Title  Acceptance _ 

A  customer  may  choose  to  sign  over  their  title  to  AutoRetum.  In  these  instances,  please  follow  the 
procedures  outlined  in  the  Customer  Service  Training  Guide  in  section  8. 

Note:  Only  titles  or  duplicate  titles  may  be  accepted  from  customers.  Registration  forms, 

Applications  for  Duplicate  Title,  and  Temporary  Registration  forms  cannot  be  accepted  as  signing 
over  ownership  to  AutoRetum. 

If  a  customer  signs  over  their  title,  they  may  still  be  liable  for  the  deficiency  claim  if  the  fees  they  pay 
do  not  cover  the  difference  between  the  total  fees  and  the  disposal  price. 

20  Tow  Desk _ 

Calling  Tow  Desk  for  a  Customer 

In  an  effort  to  improve  service,  anytime  you  can  help  a  customer  by  calling  Tow  Desk  for  them,  do  so. 
Once  you  get  enough  information  from  the  customer,  call  Tow  Desk  yourself.  This  pertains  to 
customers  who  come  to  the  window.  Customers  calling  in  by  phone  can  still  be  referred  to  Tow  Desk 
number. 

Tow  away  Time 

Tow  Desk  has  requested  that  we  first  check  with  our  Dispatch  staff  during  the  morning  and  afternoon 
Towaway  to  find  a  car.  Our  Dispatch  team  will  have  information  on  a  tow  before  Tow  Desk  does,  so 
calling  Tow  Desk  delays  the  search  on  our  end  as  well.  Always  call  Dispatch  before  calling  Tow 
Desk. 

21  Payment  Processing  Procedures _ 

Payment  types 

AutoRetum  accepts  the  following  forms  of  payment: 

1 .  Cash 

2.  Check  (see  next  section  for  information  required  on  each  check) 

3.  ATM 

4.  VISA,  MasterCard,  American  Express,  Discover 
We  do  not  accept  Cashier’s  Checks  or  Money  Orders. 

Check  Acceptance 

i.  Personal  Checks 

Checks  will  be  accepted  up  to  $3000.  No  exceptions  are  made  for  higher  amounts. 

Each  time  a  check  is  processed,  the  following  information  is  required  to  be  written  or  pre-printed  on 
the  check: 


— >  The  customer’s  name 


AutoRetum  3 1 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


Customer  Service /Dispatch  Policy  Manual 


— >  The  customer’s  current  address  (no  P.O.  Boxes  are  accepted).  If  only  a  former 
address  or  name  only  appears  on  the  check,  the  current  address  must  be  written  on 
the  check. 

— >  The  customer’s  phone  number 

— »  The  customer’s  driver’s  license  number.  We  can  only  accept  a  driver’s  license  for 
our  check  approval  process.  Passports  or  other  IDs  are  not  accepted. 

o  When  getting  information  from  the  ED,  take  it  in  hand  and  review  it  closely.  If 
anything  looks  or  seems  irregular,  ask  the  customer  questions.  California  driver’s 
licenses  can  be  checked  for  validity  by  placing  them  under  the  blue  light  used  to  check 
high  denomination  bills.  There  will  be  bears  that  appears  under  the  light. 

o  The  account  should  have  been  opened  with  information  matching  the  Driver’s 
License.  It  is  possible  to  have  a  Driver’s  License  from  one  state  and  a  checking 
account  from  another,  as  long  as  the  account  was  opened  that  way. 

-»  Our  vendor  number  ( 1 89697) 

->  The  DR# 

— >  CS  rep’s  initials 

— >  Date  of  transaction  (verify  this  to  ensure  it’s  the  correct  date) 

— »  The  approval  number. 

-»  Ensure  the  check  is  made  payable  to  AutoRetum 

-»  DO  NOT  accept  previously  signed  checks.  The  check  must  be  signed  in  your 
presence. 

— >  Validate  that  the  written  and  the  number  dollar  amounts  match 

If  a  check  is  declined,  do  not  run  it  through  the  check  processing  machine  a  second  (or  third)  time. 

The  check  processing  company,  Crosscheck,  charges  us  a  fee  each  time. 

If  a  check  is  declined,  there  is  a  toll-free  number  that  customers  can  call  to  find  out  why  it  was 
declined.  The  number  is  (800)  843-0760. 

Checks  are  not  accepted  at  auction.  Only  cash  and  credit  cards  are  accepted, 
ii.  Business  Checks 

Checks  will  be  accepted  up  to  $3000.  No  exceptions  are  made  for  higher  amounts. 

In  addition  to  the  information  in  section  20.2.1  which  should  also  be  included  on  business  checks, 
please  note  the  following: 

i)  DO  NOT  accept  third  party  checks.  The  check  holder  may  not  have  permission  from  the 
account  holder  to  have  the  check.  We  do  not  go  through  a  verification  process  for  these 
checks  -  the  check  holder  should  get  the  third  party  to  make  the  check  out  to  them  and  utilize 
their  own  check  or  other  payment  form  to  make  payment  to  AutoRetum. 

ii)  For  business  checks  from  individuals  that  we  deal  with  regularly  (approximately  once  per 
week)  who  work  for  the  organization  on  the  check,  you  should  not  run  the  check  through  the 
Crosscheck  process.  Instead,  accept  the  form  of  payment  based  on  if  the  history  with  this 
customer  has  been  positive.  A  list  of  business  names  with  which  we  have  had  unfavorable 
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experiences  will  be  provided  to  you  and  no  checks  should  be  accepted  from  these 
organizations. 

iii)  If  the  business  check  is  written  from  an  organization  that  is  unknown,  then  do  not  accept  any 
business  checks  unless  they  are  accepted  by  the  normal  Crosscheck  process  based  on  the 
following: 

iv)  Do  not  accept  checks  with  P.O.  boxes.  Always  get  a  street  address  for  the  check  writer. 

v)  The  person  presenting  the  check  is  required  to  show  identification  of  employment  with  the 
firm. 

vi)  The  person  presenting  the  check  must  indicate  their  driver's  license  number  and  state  or 
provide  the  driver’s  license  number  and  state  of  the  signer,  owner,  or  manager.  The  person 
whose  DL  number  appears  on  the  check  must  be  someone  within  the  company  who  can  be 
held  accountable  if  the  check  is  dishonored.  The  person  whose  number  is  used  does  not  have 
to  be  present  in  the  office  as  long  as  his  driver's  license  number  appears  on  the  check. 

vii)  Occasionally  a  business  check  is  declined.  If  the  customer  is  regular  (such  as  a  repo  company 
or  insurance  company),  check  with  your  supervisor  to  see  if  the  check  can  be  accepted. 

iii.  Other  Check  Precautions 

The  four-digits  following  the  magnetic  ink  character  recognition  (MICR)  number  at  the  bottom  of  the 
check  should  match  the  four-digit  number  at  the  top  right  hand  of  the  check. 

All  checks  should  have  a  perforation  along  one  side  of  the  check. 

Credit  Card  Processing 

Please  refer  to  section  21  for  instructions  on  the  credit  card  terminals. 

Credit  Card  Clerk  IDs 

Use  your  3-digit  Clerk  ID  code  with  the  Credit  Card  Processing  machine.  This  unique  id  ensures  that 
transactions  are  connected  to  you  individually.  Do  not  share  your  Clerk  ID  code  with  anyone. 

If  you  forget  the  number,  contact  your  supervisor. 

Credit  Card  By  Fax 

Customers  may  have  someone  fax  credit  card  information  and  authorizations  to  pay  for  a  release.  The 
fax  must  include: 

— >  Legible  copy  of  the  front  of  the  credit  card 

Legible  copy  of  the  back  of  the  credit  card  -  the  signature  and  the  3-digit  security  code  must 
be  readable 

->  Legible  copy  of  the  faxer’s  valid  Driver’s  License 

If  the  customer  is  expected  later,  these  faxes  are  filed  in  a  Credit  Card  Authorization  folder  located  in 
the  cash  room. 

If  you  see  credit  card  info  faxed  over,  track  down  who  it  belongs  to,  write  notes  on  the  paper  when 
possible,  and  file  the  fax  in  its  folder,  if  it  is  not  being  used  right  away.  Having  credit  card 
information  floating  around  risks  our  customer’s  financial  security. 

The  folder  will  be  cleaned  out  every  day  by  a  supervisor.  Any  information  kept  over  24  hours  will  be 
disposed  of  in  the  Confidential  bin. 
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22  Credit  Card  Machine _ 

There  is  currently  one  type  of  credit  card  machine  in  use  at  AutoRetum. 

Processing  for  Credit  Card  Machine  380 
Signing  On/Off  is  not  necessary  on  this  machine 
Run  a  Report 

•  Press  [FUNC/ENTER]  [5] 

•  Press  [3]  =  Both  Total  and  Detail  Reports. 

•  ENTER  REF  NUMBER  will  appear  just  Press  ENTER  report  will  print. 

Batch  Out 

•  Press  [9]  and  Key  in  Item  Count  (total  #  of  transactions).  Press  [ENTER] 

•  Key  in  total  Amount  (total  amount  of  transactions).  Press  [ENTER].  Report  will  print. 


23  Money  Handling  Procedures _ 

Counting  Change 

When  taking  cash  from  a  customer,  count  it  back  to  them  clearly  and  directly  in  front  of  them  so  you 
both  agree  on  the  amount  given. 

Before  you  put  the  cash  in  your  drawer,  place  all  money  face  up  and  in  the  same  direction. 

Retrieve  the  correct  change  amount  from  your  drawer.  Count  the  change  back  to  the  customer  by 
starting  with  the  amount  they  paid  to  you,  and  then  counting  bills  and  coins  back  until  you  reach  the 
amount  which  they  gave  you. 

Cash  Out  Procedures 

At  the  beginning  of  your  shift,  perform  the  following: 

1 .  Pick-up  a  copy  of  the  AutoRetum  Cash  Drawer  Balance  and  Deposit  Summary  Report  (“Cash 
Report”) 

2.  Count  the  money  in  the  drawer  at  the  beginning  of  shift  and  record  amount  on  line  (a)  of  the 
Cash  Report 

During  your  shift  (or  at  the  end  of  your  shift),  perform  the  following: 

1 .  Print  out  an  invoice  for  each  transaction  in  addition  to  the  one  provided  to  the  customer 

2.  If  the  transaction  involves  any  supporting  documentation,  write  the  DR#  on  the  piece  of 
supporting  documentation  (releases,  DMV  receipts,  DPT  Citations  Status  forms,  etc.) 

3.  For  transactions  involving  citations,  print  out  the  TIMS  citations  report,  run  a  calculator  tape 
showing  the  total  amount  collected  for  tickets,  make  2  copies  of  any  amounts  paid  at  the  DMV 
(one  for  TIMS  receipt  and  one  for  AutoRetum5  s  files)  and  staple  these  items  to  the  DTS 
invoice  (staple  only  one  of  the  DMV  copies  to  the  invoice  and  keep  the  other  for  AutoRetum 
documentation 
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4.  For  transactions  involving  waivers,  make  two  copies  and  staple  original  and  copy  of  the 
waiver  to  the  invoice 

5.  For  all  other  transactions  not  involving  waivers  or  citations,  do  not  staple  the  supporting 
documentation  to  the  invoice  -  place  these  supporting  documents  in  the  hanging  file  folder 
that  has  your  name  on  it  along  with  your  other  “cash-out”  documents  (hanging  folders  are  in 
the  office  with  the  safe) 

6.  Keep  all  signed  credit  card  receipts  and  copies  of  any  authorization  letters  and  identification 
copies  (do  not  staple  these  items  to  the  invoices) 

At  the  end  of  your  shift,  perform  the  following: 

1 .  Leave  $200  in  your  drawer,  leaving  the  smaller  bills  (l’s  and  5 ’s)  and  change  (quarters),  if 
possible,  and  record  this  amount  as  the  ending  cash  in  drawer  on  line  (d)  of  the  Cash  Report 

2.  Run  a  report  from  the  credit  card  machine  -  both  a  Detail  and  a  Summary  Report 

3.  Step  b  must  be  performed  before  this  step.  Run  the  Batch  on  the  credit  card  machine  and 
accept  the  batch 

4.  Total  received  from  report 

5.  Run  a  calculator  tape  of  all  the  credit  card  receipts  (including  all  types  of  cards  and  debit 
cards),  in  order  of  low  to  high 

6.  Compare  this  total  of  all  credit  card  receipts  to  the  batch  report  from  the  credit  card  machine 
and  reconcile  any  differences 

7.  Record  the  reconciled  credit  card  amount  on  line  (c)  of  the  Cash  Report 

8.  Sum  the  amounts  on  lines  (a)  -  (d)  and  record  the  sum  total  on  line  (e)  of  the  Cash  Report 

9.  Record  the  types  of  bills  and  total  amount  to  be  deposited  on  line  (f) 

10.  Record  the  total  of  checks  received  on  line  (g) 

1 1 .  Run  a  calculator  tape  of  all  the  checks  in  order  of  low  to  high 

12.  Make  a  copy  of  all  checks  and  use  the  deposit  stamp  to  endorse  the  original  checks 

13.  Record  the  total  of  lines  (f)  and  (g)  on  line  (h)  of  the  Cash  Report 

14.  Put  the  cash  and  original  checks  into  your  personalized  cash  wallet  and  put  the  bag  into  the 
safe 

15.  Subtract  line  (e)  from  line  (h)  and  record  any  overage  /  (shortage)  on  line  (i) 

16.  Using  the  information  from  the  Batch  report  printed  in  step  3c,  complete  the  information  on 
line  (j) 

17.  Complete  item  (k)  on  the  Cash  Report 

1 8.  Print  the  Payment  Received  Report  from  DTS  for  today  and  record  amount  on  line  (1)  of  the 
Cash  Report 

19.  Record  the  difference,  if  any,  between  the  amounts  on  lines  (k)  and  (1)  and  reconcile  any 
differences  on  line  (m)  of  the  Cash  Report 

20.  Staple  the  Cash  Report,  the  copy  of  checks,  the  credit  card  batch  total,  and  credit  card  receipts 
(including  any  authorization  letters)  together  and  place  this  package  in  your  hanging  folder 
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along  with  any  other  documentation  that  is  not  stapled  to  the  Cash  Report  (releases,  DMV 
receipts,  orange  City  Tow  receipts,  DPT  Citations  Status  forms,  etc.) 

21.  Place  any  citation  documentation  in  the  black  plastic  file  on  the  shelf  that  Eva  has  asked  for 
the  items  to  be  placed 

22.  Place  any  waiver  documentation  in  the  black  plastic  file  on  the  shelf  directly  below  the 
citations 

23.  Place  cab  vouchers  in  the  black  plastic  file 
Cash  Out  Bag 

Your  personal  cash  bag  should  be  used  to  deposit  cash  and  checks.  This  bag  should  be  placed  in  the 
safe  after  your  cash  out. 


24  Beginning  and  End  of  Shift  Procedures 

Time  Clock  Procedures 

Clock  in  at  the  beginning  of  your  shift  and  out  at  the 

Beginning  of  shift  Procedures 

If  you  are  assigned  to  the  window,  count  the  drawer, 
you  have  enough  small  bills  to  do  cash  transactions. 

Check  your  mail  slot  for  any  new  memos  or  training 

If  you  are  assigned  to  the  phones,  log  into  the  phone 
the  CSD  Procedures  Manual. 

End  of  Shift  Procedures 

Clean  your  work  area  at  the  end  of  your  shift.  Do  not  leave  paperwork  lying  around.  All  paperwork 
should  be  attached  to  the  invoice  it  relates  to.  If  the  paperwork  is  not  needed,  throw  it  away  in  the 
Confidential  bin. 

When  cashing  out  at  the  end  of  the  day,  do  not  leave  cash/checks  on  the  table  in  the  accounting  office. 
Put  the  bag  with  just  the  cash  and  checks  in  the  safe.  Leave  your  paperwork  on  the  desk  for 
reconciliation. 

25  Employee  Information _ 

Employee  Handbook 

All  employees  are  issued  an  Employee  Handbook  upon  hiring.  This  should  be  kept  on  hand  at  all 
times.  The  binder  should  also  be  used  to  keep  all  memos  and  training  documents.  It  is  each  person’s 
responsibility  to  keep  an  up-to-date  Handbook. 

Updates  will  be  distributed  periodically. 

Employee  Mail  Slots  and  Memo  Board 

AutoRetum  has  provided  all  employees  with  a  mail  slot,  located  in  the  break  room.  It  is  your 
responsibility  to  check  this  slot  every  time  you  begin  a  shift.  Memos  and  other  important  documents 
should  then  be  placed  in  your  Handbook  binder. 


end. 

You  should  have  $200  in  the  drawer.  Ensure 
Ask  for  change  if  not. 

information. 

system.  Phone  system  instructions  to  be  found  in 
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Check  the  memo  board  near  the  time  clock  regularly  for  new  memos  and  communications. 
Employee  Lockers 

Each  employee  is  assigned  a  locker  in  the  annex  area  outside  of  the  break  room  area.  Please  keep  all 
personal  items  (purses,  cell  phones,  jackets)  in  the  locker.  Your  Handbook  may  also  be  kept  here  to 
ensure  it’s  on  hand  for  every  shift. 

Employee  Parking 

Employee  parking  is  located  in  the  west  area  of  the  parking  lot  attached  to  the  AutoRetum  Customer 
Service  Center  (450  7th  Street).  The  entrance  to  the  lot  is  off  Bryant  Street.  The  west  area  is  past  the 
office  and  through  another  set  of  gates. 

AutoRetum  security  will  verify  each  employee’s  name  on  an  Authorized  Access  list  prior  to  entry  into 
lot. 

26  Miscellaneous _ 

Passwords 

Do  not  give  out  your  password  to  anyone.  Each  password  is  unique  for  each  customer  service 
representative.  Giving  out  or  sharing  your  password  compromises  the  systems’  security  as  well  as  your 
work. 

Re-file  Paperwork 

When  you  pull  a  record  in  the  file  cabinet  for  review,  return  it  to  the  proper  location.  Do  not  leave  it  on 
Laveme’s  desk. 

Towing  During  Special  Events 

AutoRetum  will  create  a  staffing  schedule  during  special  events.  If  you  are  scheduled  to  work,  be  on 
time.  If  you  cannot  make  it,  you  must  call  your  supervisor  to  let  us  know  you  cannot  make  it. 

Do  not  leave  your  shift  early  unless  authorized  by  a  supervisor. 

System  Down  time 

If  DTS  is  inoperable,  use  the  system  downtime  forms  to  process  your  transactions.  Once  the  system  is 
back  online,  use  the  forms  to  update  each  record  in  DTS. 

If  TIMS  is  inoperable,  you  will  not  have  access  to  citation  information  so  use  the  following  procedure: 

-»  Hold  the  vehicles  that  were  towed  for  scofflaw.  Call  DPT  Tow  Desk  and  find  out  what  they 
manually  logged  in  as  the  dollar  amount  for  tickets  when  the  vehicle  was  towed. 

->  Collect  that  amount  with  an  explanation  to  the  customer  that  this  was  not  the  most  recent 
amount  and  that  the  citizen  should  contact  DPT  to  check  the  most  current  balance. 

— >  Remember  to  enter  the  manual  transactions  back  into  the  system  when  it  is  back  up  and  to  release 

the  vehicles  from  TIMS. 

Mail  and  Subpoenas  for  City  Tow 

If  you  are  asked  to  sign  for  certified  mail  or  a  Subpoena  for  City  Tow,  do  not  do  so. 
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Anyone  presenting  a  service  at  Auto  Return  for  The  City  Tow  should  be  referred  to  the  State  of 
California,  Secretary  of  State  Department  of  Corporations,  for  the  proper  service  party  and  address  for 
The  City  Tow. 
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Appendix  O:  AutoReturn  Procedures  Manual 


AutoReturn’ s  business  work  procedures  are  mature  and  well-defined  from  our  years  of  operations  in 
San  Francisco.  These  existing  work  procedures  are  readily  adaptable  to  operations  for  other  cities  with 
minimal  adaptation  to  conform  to  the  local  municipal  environment.  All  of  the  detailed  work 
procedures  for  each  function  within  the  company  are  defined  in  detail  as  written  documents  that  are 
then  used  to  train  and  guide  staff  on  executing  the  work  procedures  in  a  consistent  fashion  day  in  and 
day  out.  If  the  company  encounters  a  new  situation  that  is  not  addressed  by  the  current  work 
procedures,  the  company’s  management  team  considers  the  new  concern  and  makes  a  determination  of 
what  to  do  for  the  given  situation.  If  the  decision  is  to  address  the  concern  by  deviating  from  the 
existing  procedures,  the  procedures  are  enhanced  to  account  for  the  new  business  scenario  that  was  not 
previously  covered  in  full  by  the  existing  work  procedures. 

To  illustrate  the  depth  of  detail  captured  in  AutoRetum’s  work  procedures  documentation,  the 
company  has  provided  the  following  document  from  its  San  Francisco  operations  as  a  representative 
example  for  a  specific  functional  area.  That  document  contained  in  this  appendix  is  the  San  Francisco 
AutoReturn  Customer  Service  and  Dispatch  (CSD)  Procedures  Manual.  This  document  is  used  to  as 
both  a  guide  for  existing  CSD  employees  as  well  as  a  training  tool  for  new  CSD  employees.  This 
document  provides  the  detailed  screen-level,  feature  by  feature  details  on  the  use  of  AutoRetum’s 
information  systems  and  /  or  manual  paper  forms.  Please  note  that  this  document  goes  hand  in  hand 
with  its  counterpart,  the  AutoReturn  CSD  Policies  Manual  that  is  provided  as  a  separate  appendix.  The 
“policies”  manual  guides  the  employee  on  “what”  to  do  in  any  given  business  scenario,  while  the 
“procedures”  manual  guides  the  employee  on  “how”  to  do  it. 

Should  AutoReturn  be  selected  by  Chicago,  all  of  AutoRetum’s  existing  work  procedures 
documentation  for  each  of  the  relevant  business  functions  will  be  adapted  and  customized  for  the 
unique  requirements  of  the  Chicago  operations.  Once  established,  the  Chicago  work  procedures  will 
be  adhered  to  uniformly  and  updated  over  time  as  appropriate. 
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1  DTS 


1.1  Introduction 


1.1.1  Conventions  Used  in  this  Section 


A  button  name  is  outlined  and  bold  in  the  text  of  this 
button. 


guide.  For  example:  The  |Log  Qut| 


•  Windows  are  screens  within  the  DTS  application.  Window  names  are  in  italic  and  bold  in  the 
text  of  this  guide.  For  example:  The  Call  Worksheet  window. 


•  Panels  are  sub-sections  of  a  window.  Panel  names  are  not  formatted  differently  than  rest  of  the 
text  in  this  guide.  For  example:  The  Vehicle  panel  in  the  Call  Worksheet  window. 


A  tab  is  a  button  which  takes  you  to  another  panel  inside  of  a  window.  Tab  names  are  outlined 
and  bold  in  the  text  of  this  guide,  in  the  same  manner  as  buttons.  For  example:  The  Storage 
tab  in  the  Call  Worksheet  window. 


•  Values  that  you  enter  in  a  field  are  in  italic  in  the  text  of  this  guide.  For  example:  Enter  Auto 
in  the  field  Company  field. 

•  Field  names  are  not  formatted  differently  than  the  rest  of  the  text  in  this  guide.  For  example: 
The  License  field  is  on  the  Call  Worksheet. 


1.1.2  Logging  Into  DTS 

The  Dispatch  and  Tracking  Solutions  (DTS)  Tow  Management  System  (TMS)  system  runs  over  the 
Internet.  The  DTS  software  and  database  are  located  in  the  company’s  computer  center  located  in 
Irvine,  California  within  an  SBC  state-of-the-art  computer  operations  center  that  provides  the  best 
available  performance,  reliability,  and  security. 

To  log  into  DTS,  turn  on  the  computer  and  start  the  Internet  Explorer  program  just  like  you  would  to 
access  anything  on  the  Internet: 

■  Start  ->  Internet  Explorer 

Once  Internet  Explorer  is  launched,  the  DTS  system  can  be  accessed  in  three  ways: 


Simply  type  in  the  following  web  site  (URL)  address  and  press  [Enter]: 

■  http://dtsdisoatch.tici/TMS/ 

Option  2: 

To  save  time  by  not  having  to  type  this  web  address,  please  note  that  this  web  site  address  should  be 
listed  in  the  “Favorites”  menu  on  all  AutoRetum  computers: 

■  Favorites  ->  DTS 


Option  3: 

DTS  also  a  desktop  icon  on  everyone’s  desktop.  Double  click  on  the  icon,  to  start  DTS. 
After  using  the  any  of  these  options,  the  DTS  login  window  is  displayed: 


AutoRetum  3 

Proprietary  and  Confidential  to  AutoRetum 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


CSD  Procedures  Manual 


To  login  into  the  system,  enter  the  following  information: 


Field 

Value 

Login 

<your  login  name> 

Password 

<your  password> 

Company 

auto 

Once  you  have  entered  the  above  information,  click  on  the  Sign  On  button  located  in  the  bar  along 
the  bottom  of  the  grey  box. 

Once  you  are  logged  in,  the  window  looks  like  this: 


CaU  Worksheet 

Dispatch  Worksheet 

Administration 

Reports 

Log  Out 

Tow  Management  System  3.0 

O2D01AUni^iti  Rcsovtd 


Login:  /peacock 


Password: 


Company: 


AUTO 


Sign  On 
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1.1.3  Accessing  DTS  Windows 


After  logging  into  DTS,  you  can  go  to  several  different  windows,  depending  on  the  tasks  you  need  to 
accomplish.  There  is  a  set  of  buttons  at  the  top  of  the  initial  login  window  which  become  active  after 
you’ve  successfully  logged  in. 


Call  Worksheet  Dispatch  Worksheet  Administration  Reports 


For  most  users  of  the  DTS  system,  including  Customer  Service  and  Dispatch  staff  members,  youTl 
click  on  the  (_  all  Worksheet  button.  Some  Dispatch  staff  members  will  use  the  Dispatch  Worksheet 
to  monitor  tows.  The  Administration  button  is  disabled  for  all  users,  except  those  who  have 
privileges  to  make  changes  to  the  system.  The  iReportsj  button  lets  you  run  useful  reports,  so  you  can 
see  data  grouped  and  summarized  for  analysis.  When  you  are  finished  using  DTS,  use  the  [Log  Out 
button  to  exit  the  system. 

1.1.4  Logging  Out 

To  log  out  of  DTS,  click  on  the  [Log  Qut|  button.  Make  sure  that  anything  that  you’ve  been  working 
on  in  DTS  has  been  saved,  or  you  will  lose  any  unsaved  changes. 

1.2  Dispatch 

1.2.1  Creating  a  New  Tow  Record  (Dispatched  Tow) 

When  a  new  tow  request  comes  in  from  the  DPT  Tow  Desk,  the  request  can  be  entered  directly  into 
DTS.  This  is  done  using  the  Call  Worksheet  window,  which  can  be  accessed  from  the  DTS  Login 
window.  To  open  a  Call  Worksheet  click  on  the  Call  Worksheet  button  in  the  upper  left  comer  of 
the  initial  window,  as  shown  in  Chapter  1  -  Getting  Started . 

The  Call  Worksheet  window  appears.  All  of  the  tow  request  call  data  can  be  entered  in  this  window. 
When  working  in  DTS,  leave  your  Caps  Lock  in  the  ON  position,  so  that  all  text  you  enter  is  in 
UPPER  CASE. 

When  you  access  this  window  from  the  DTS  Login  window,  all  fields  are  blank  and  a  new  tow  request 
can  be  entered  immediately.  If  you  have  been  looking  at  another  tow  record,  you  will  need  to  click  on 
the  |New|  button  in  the  lower  right  portion  of  the  window  in  order  to  clear  the  fields  so  that  a  new  tow 
request  can  be  entered. 

»Note:  The  |Clear|  button  does  not  clear  all  the  fields  in  the  Call  Worksheet.  It  only  clears  the 
search  panel  for  vehicles  and  calls  in  the  upper  right  comer  of  the  Call  Worksheet  Make 
sure  to  use  the  New  button  when  creating  a  new  tow  record. 
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1 .2.1.1  General  Tow  Request  Information 

The  general  tow  request  information  can  be  entered  in  the  General  panel  on  the  upper  left  comer  of 
the  Call  Worksheet  and  highlighted  below: 

Enter  the  information  as  described  in  the  following  table: 


Gem 

Company: 

AutoReturn 

'W 

Account 

Caller: 

Call  Back: 

Reason: 

▼  [  Class: 

Equip: 

'W 

Call  Typ... 

i 
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Field 

Value 

Company 

Default  is  “AutoRetum”  and  this  cannot  be  changed. 

Account 

Click  on  the  Account  button  and  a  pop-up  selection  box  will 
appear.  Select  either  “SFDPTx  ”  or  “SFPDx  ”  for  tows  being 
requested  by  the  City.  For  tows  being  selected  by  private 
parties,  select  the  appropriate  customer  name. 

Caller 

Enter  the  name  or  badge  number  of  the  person  requesting  the 
tow.  If  unknown,  enter  “Tow  Desk”. 

Call  Back 

No  selection  required. 

Reason 

Select  the  appropriate  reason  code  from  the  pull-down  list.  If 
you  cannot  find  the  desired  reason  code,  select  “TBD  -  To  Be 
Determined”  and  enter  the  tow  reason  in  the  Notes  area  of  the 
Call  Worksheet. 

Class 

No  selection  required. 

Equipment 

Select  the  type  of  tow  vehicle  being  requested: 

"  Regular  Tow 

■  Type  II  Tow 

■  Type  V  Tow 

Call  Type 

Inactive  field.  No  entry  required. 

1.2.1.2  Vehicle  Information 

The  vehicle  information  for  the  tow  request  can  be  entered  in  the  Vehicle  panel  on  the  left  side  of  the 
Call  Worksheet  and  highlighted  below: 


Vehicle 


Year: 

_ 

Make: 

'W 

Model: 

1.  . 

Color: 

▼ 

Body: 

’ w 

m. 

License: 

State: 

CA  ▼ 

Odom: 

VIN: 

Lie  Tag  Yr: 

Uc  Tag  Month: 

Enter  all  the  vehicle  information  that  has  been  provided  to  you  as  described  in  the  following  table: 
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Field 

Value 

Year 

Enter  the  vehicle  year  as  4  digits  (eg.  “1999”). 

Make 

Select  the  vehicle  make  from  the  pull-down  selection  list  (eg. 
“Ford”). 

Model 

Select  the  vehicle  make  from  the  pull-down  selection  list  (eg. 
“Explorer”). 

Color 

Select  the  vehicle  color  from  the  pull-down  selection  list  (eg. 
“Green”). 

Body 

Select  the  vehicle  body  type  from  the  pull-down  selection  list 
(eg.  “Sport  Utility”). 

ID# 

If  the  vehicle  is  a  motorcycle,  enter  the  motorcycle  engine  ID 
number. 

License 

Enter  the  license  plate  number. 

State 

Enter  the  license  plate  state. 

Odom 

Unused field \  No  entry  required \ 

VIN 

Enter  the  Vehicle  Identification  Number  (VIN).  If  the  license 
plate  number  is  known,  only  the  last  four  digits  of  the  VIN  need 
to  be  entered.  If  the  license  plate  number  is  not  known,  then  the 
entire  VIN  should  be  entered  in  the  VIN  field. 

If  the  license  plate  is  not  from  California,  enter  the  entire  VIN. 

Lie  Tag  Yr 

Unused field.  No  entry  required. 

Lie  Tag  Month 

Unused field.  No  entry  required. 

1 .2.1.3  Tow  Location  Information 

The  vehicle  tow  location  for  the  tow  record  is  entered  in  the  Location  panel  on  the  left  side  of  the  Call 
Worksheet  and  highlighted  below: 


Enter  all  the  vehicle  information  that  has  been  provided  to  you  as  described  in  the  following  table: 


Field 


Value 


AutoRetum 


Proprietary  and  Confidential  to  AutoRetum 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


CSD  Procedures  Manual 


Field 

Value 

Location 

Enter  a  description  of  the  tow  location,  such  as  the  name  of  a 
towaway  zone  or  a  landmark. 

Address 

Enter  the  street  address  for  the  tow  location. 

Cross  St. 

Enter  the  cross  street  for  the  tow  location. 

City 

Unused field \  No  entry  required. 

State 

Unused field.  No  entry  required. 

Zip 

Unused field.  No  entry  required. 

Zone 

Unused field.  No  entry  required. 

1.2.1.4  Saving  the  tow  record 


Click  the  |Save|  button  at  the  bottom  of  the  Call  Worksheet  window  to  save  the  information  regarding 
this  tow  record. 


New 

Cancel  Call 

Save 

1.2.2  Tow  Record  Informational  Fields 


Once  you  have  clicked  |Save|,  you  will  see  a  DR  NO  (Dispatch  Record  Number)  generated  and 
displayed  in  the  DR  NO  field  at  the  top  of  the  window. 


Click  on  the  Call  # 
button  to  refresh 
the  Call  Worksheet 


The  DR  NO 
(Dispatch  Record 
Number)  is  a 
unique  number  for 
this  tow  record 


The  Status  field 
changes,  as  work 
is  completed  on  a 
tow  record 


1. 2.2.1  DR  NO  (Dispatch  Record  Number) 

The  DR  Number  is  a  unique  identifier  for  this  tow  record.  The  DR  Number  contains  information 
about  the  tow  record  which  is  useful.  That  is,  the  numbers  actually  mean  something  and  are  not  just 
random  numbers.  The  numbers  break  down  as  follows: 


Year 

Month 

Day 

Sequential  Number 
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1 .2.2.2  Call  #  (Call  Number) 

The  three  fields  next  to  the  Call  #  button  are  numbers  used  internally  by  DTS  to  track  tow  records. 
However,  we  do  not  use  these  numbers  for  searching  and  tracking.  We  only  use  the  DR  Number  for 
searching  and  tracking  purposes. 

The  Call  #  button  has  a  handy  feature  -  if  you  click  on  it,  it  will  refresh  the  current  Call  Worksheet 

1. 2.2.3  Status 

In  the  upper  right  hand  comer  Call  Worksheet  is  the  |Status|  field.  This  field  changes  as  the  tow  record 
is  created,  dispatched,  stored  and  invoiced.  For  more  information  on  status  codes  and  their  associated 
colors,  see  Appendix  C  -  DTS  Status  Codes  and  Colors  for  more  information  on  the  various  codes  and 
their  meanings.  Initially,  when  the  tow  record  is  created,  the  tow  record  is  set  to  a  status  of  Call  Taken. 

1.2.3  Dispatching  Vehicles  Using  The  Log  Tab 

After  completing  the  vehicle  information,  click  on  the  Log  tab  in  the  Call  Worksheet .  The  Log  tab  is 
where  you  can  assign  and  dispatch  a  towing  company,  and  also  track  the  progress  of  the  tow  towards 
completion. 

YouTl  notice  that  the  jCall  Taken]  field  has  already  been  filled  in.  When  you  click  the  Save  button 
and  initially  create  the  tow  record,  the  time  of  the  save  action  is  recorded  in  the  Call  Taken  field. 
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Each  of  the  Time  fields  in  the  Log  tab  has  a  button  next  to  it.  You  can  click  on  each  of  these  buttons 
to  time-stamp  the  tow  record  as  you  continue  through  the  process  of  tracking  a  towed  vehicle.  You 
can  change  the  time-stamp  information  by  typing  directly  in  the  field  so  you  can  accurately  reflect  the 
time  a  call  was  taken,  or  the  time  a  tow  truck  was  dispatched. 


pale  ||07/1 9/2004 1  ▼  |[  Status  1  [accepted 


Driver/! ruck 


Driver  Truck 

1  bwt 

BWT 

A 

Driver 

▼  Truck 

Time:  Date: 

Odometer 

Cad  Taken 

1 0:34 

07-19-2004 

Dispatched 

10:41 

07-19-2004 

Accepted 

10:44 

07-19-2004 

En  Route 

On  Site 

Loaded 

In  Tow 

At  DestinatL. 

Complete 

Status:  ACCEPTED 

;|  .Gorripteted  _ _ _  \ 

\  Fterr£sh  Of  ive.r, ‘Truck  List  ,  [ 

1.  Choose  the  Driver  and  Truck  from  the  drop  down  list  (labeled  A  and  B  above). 
The  Driver  and  Truck  name  you  select  should  always  match. 


2.  Click  the  |Save|  button  in  the  bottom  right  hand  comer  of  the  Call  Worksheet 


New 

Cancel  Call 

■ 

Save 

3.  Click  on  the  [Dispatched!  button  (labeled  C  above),  which  will  add  a  time-stamp  of  the  Time 
and  Date  fields.  The  towing  company  will  be  shown  in  the  Driver  and  Truck  fields  as  the 
assigned  towing  company  (labeled  D  above). 

4.  Click  on  the  |Save|  button  in  the  lower  right  comer  of  the  Call  Manager  window.  The  status  of 
the  tow  record  will  change  to  Dispatched. 


5.  Click  on  the  [Accepted!  button,  once  the  tow  company  as  accepted  the  towing  assignment. 
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At  the  point  that  the  vehicle  is  received  by  AutoRetum,  click  on  the  [Complete!  button.  At  this  point, 
the  |Status|  will  change  to  No  Services.  This  status  indicates  that  vehicle  has  been  not  been  checked 
into  storage.  See  Chapter  Four  -  Storage  and  Holds  for  more  information  on  storing  a  vehicle. 

Not  all  the  time  fields  need  to  be  entered.  At  a  minimum  the  following  fields  should  be  time-stamped: 

■  Call  Taken 

■  Dispatched 

■  Complete 


:>ate 


07/19/2004  ▼  StatUS 


NO  SERVICES 


i  Drtver/Truck 


Driver 


Truck 


*  t 

i  Driver 

[ewT 

Truck 

I BWT  ▼ 

i 

1 

■ 

Time: 

Date: 

Odometer: 

1  '  Call  Taken 

10:34 

07-19-2004 

Dispatched 

10:41 

07-1 9-2004 

Accepted 

10:44 

07-19-2004 

En  Route 

10:46 

07-19-2004 

|  On  Site 

10:46 

07-19-2004 

Loaded 

10:47 

07-19-2004 

In  Tow 

10:47 

07-19-2004 

At  DestinatL. 

10:50 

07-1 9-2004 

|  -Xiirnpiete 

1 0:53 

07-1 9-2004 

Status: 

COMPLETE 

Completed  Accidently 
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1*2.4  Dispatch  Exception  Cases 

There  are  several  examples  of  exception  cases  where  a  tow  request  does  not  complete  normally.  This 
section  describes  what  to  do  in  these  exception  case  scenarios. 

1.2.4.1  Sweep  Tow  Request 

Many  times  a  vehicle  is  towed  because  of  a  sweep  tow  request,  rather  than  a  dispatched  tow  request, 
such  as  sweeps  which  occur  in  tow  away  zones  at  certain  times  of  the  day.  In  these  cases,  you  create  a 
tow  record  when  the  vehicle  arrives  at  the  tow  yard.  Instead  of  entering  the  dispatch  information  as 
the  vehicle  is  towed  over  a  period  of  time,  you  enter  all  the  information  discussed  above  at  one  time. 


1.2.4.2  Completed  Accidentally 


In  the  event  that  you  click  the  |C  omplctq  button  when  the  tow  has  not  yet  been  completed,  you  can 
click  the  [Completed  Accidentally  button.  This  button  will  undo  the  time-stamp  for  the  Complete 
field.  For  all  other  fields,  you  can  modify  the  fields  by  editing  the  text,  and  clicking  the  Save  button. 


1.2.4.3  Canceling  Calls 


The  iCancel  Call!  button  on  the  Call  Worksheet  is  reserved  for  use  by  managers  and  supervisors.  This 
button  sets  the  status  of  the  tow  record  to  Cancelled,  but  does  not  delete  the  tow  record  from  the 
system. 


1.2.5  Monitoring  Tow  Requests 


The  Dispatch  window  allows  you  to  monitor  the  status  of  any  tow  record  between  the  time  when  it  is 
first  created  and  when  the  tow  is  complete.  It  is  not  required  to  create  and  dispatch  tow  requests.  It  is 


Pending  Calls  List 


d  by  Dispatch  supervisors. 


Assigned  Calls  List 
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1 .3  Logging  Activity  in  DTS 

1.3.1  Short  Term  Storage  Check  In 

Most  vehicles  brought  to  AutoRetum  will  go  into  our  short  term  storage  lot  (415  7th  Street).  For  these 
vehicles,  checking  the  vehicle  into  Storage  is  very  straight  forward.  When  the  vehicle  is  brought  into 
the  lot  by  the  towing  company,  the  status  of  the  tow  record  will  be  No  Services.  First,  find  the  tow 
record  for  the  vehicle,  using  the  steps  described  in  Chapter  4  -  Find  and  Release. 


TLog 

Storage 

Lien  Sale 

Invoice 

Search 

The  Lot  Info/Storage  Panel  appears. 


Lot  info 

— 

Service  Type: 

▼ 

Time  In 

Lot  Company: 

KRT 

tI 

Lot  /  Section: 

= 

▼  i 

Kay  Held  /Ta...  □ 

Tracking  #: 

Lien  Type/  Value: 

W  1 

TO  00 1 

Storage  Type: 

▼  1 

Time  put  j 

Total 

$0  00 

Grand  Total 

1 

TO.ijij  * 

View  Storage  Charge 

Lot  T  ranofer  | 

Accidently  Store 

Back  in 

Storage 

Lot  Transfer  History 

2.  Choose  a  Service  Type  from  the  drop  down  list.  Typically,  you’ll  choose  Passenger  1st  20hr. 


3.  Click  on  the  [Time  In]  button.  A  time-stamp  appears  in  the  field  with  the  current  time. 


4.  For  Lot/Section,  choose  a  lot  from  the  drop-down  list.  For  short  term  storage,  you’ll  typically 
choose  415  7th  Street. 


5.  Click  the  |Save|  button,  to  save  your  changes. 

1.3.2  Long  Term  Check  in 

If  a  vehicle  will  be  stored  at  the  long-term  lot  (Pier  70),  there  are  additional  steps  which  must 
be  taken  in  order  to  complete  the  processing  of  a  towed  vehicle. 

1.3.3  Vehicle  Information 

If  the  following  has  not  been  entered  when  the  vehicle  first  arrived  at  AutoRetum,  make 
sure  that  the  tow  record  has  the  following  on  the  Call  Worksheet 

m  Complete  and  accurate  license  plate  number 

9  Complete  and  accurate  Vehicle  Identification  Number  (VIN) 

*  Accurate  make,  model  and  color  information 
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1 .3 .4  Storage  Information 


Additional  information  needs  to  be  recorded  when  the  vehicle  arrives  at  long-term  storage  in  the 
Storage  panel. 


From  the  Call  Worksheet,  click  on  the  [Storage!  Tab: 


E33 

|  Storage 

Lien  Sale 

Invoice  [  Search 

Complete  the  following  information: 

■  Lot/Section: 

■  Key  Held/Tag  #: 

■  Lien  Type/ Value 


Enter  the  information  as  described  in  the  following  table: 


Field 

Value 

Service  Type 

Select  the  service  type  from  the  drop  down  list 

Time  In 

Click  this  button  to  enter  the  current  date  and  time  the  vehicle 
was  brought  into  the  storage.  You  may  manually  change  the 
date  and  time,  if  different  from  current  date  and  time. 

Lot  Company 

Always  set  to  AutoRetum 

Lot 

Select  the  lot  (where  the  vehicle  is  being  stored)  from  the  drop¬ 
down  list  box. 

Section 

Select  the  lot  section,  if  any,  from  the  drop-down  list  box. 

Key  Held 

Put  a  check  in  the  box,  if  we  have  the  key  for  this  vehicle. 

Tag# 

Enter  the  tag  number  for  the  keys  of  the  vehicle  (if  any). 

Tracking  # 

Inactive  field.  No  entry  required 

Lien  Type 

Enter  LI,  L2,  L3 

Lien  Value 

Inactive  field \  No  entry  required 

Storage  Type 

Inactive  field.  No  entry  required 

Time  Out 

Enter  the  date  and  time  the  vehicle  went  out  of  the  storage. 

You  may  manually  change  the  date  and  time,  if  different  from 
current  date  and  time.  This  field  is  enabled  for  entry  only  after 
the  call  status  is  “SERVICES”. 

Total 

This  field  automatically  displays  the  total  dollar  amount  based 
on  the  total  number  of  days/hours  the  vehicle  has  been  in 
storage. 

Grand  Total 

Same  as  Total 

1.3.5  VEHICLE  HOLDS 

Occasionally,  vehicles  which  have  been  towed  will  need  to  be  put  on  “Hold”  until  an  issue  is 
resolved.  For  instance,  SFPD  may  need  the  vehicle  for  a  crime  investigation.  Therefore,  the 


AutoRetum 


Proprietary  and  Confidential  to  AutoRetum 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


15 


CSD  Procedures  Manual 


1.3.5.1 


vehicle  cannot  be  released  until  the  SFPD  authorizes  the  release  with  the  appropriate 
paperwork. 

It  is  important  that  holds  are  put  on  the  vehicle  when  it  is  first  checked  into  storage.  If  a 
vehicle  is  released  which  should  have  been  On  Hold,  there  can  be  serious  problems.  If  this 
vehicle  was  part  of  a  SFPD  investigation,  evidence  could  be  destroyed  by  accidentally 
releasing  the  vehicle  to  a  customer. 


PUT  A  HOLD  ON  A  TOW  RECORD 

1 .  Open  the  Call  Worksheet  for  the  vehicle. 


2.  Click  on  the  [Storage!  Tab. 


3.  Select  the  |Vehicle  Hold|  button.  The  Vehicle  Hold  panel  appears. 


4. 

5. 


Click  on  the  |Hold  Start  jbutton  to  time-stamp  the  tow  record. 


Type  in  the  name  of  the  agency  issuing  the  hold,  such  as  SFPD,  in  the  Hold  Agency  field. 


6.  Use  the  Hold  Set  By  field  to  indicate  the  office  which  authorized  the  hold. 

7.  Indicate  the  reason  for  the  hold  in  the  Hold  Remarks  field. 
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8. 

9. 


Click  on  the  Police  Information  button* 


Add  the  Officer  ID  and  Case  ID. 


Enter  the  information  as  described  in  the  following  table:* 


Field 

Value 

Officer 

Enter  the  Officer’s  name,  if  known 

Unit  # 

Inactive  field.  No  entry  required 

Officer  ID 

Enter  the  Officer’s  badge  number 

Case  ID 

Enter  the  police  Case  ID  associated  with  this  hold 

Beat 

Inactive  field .  No  entry  required 

Cit.  Amount 

Inactive  field.  No  entry  required 

Invoice  No. 

Inactive  field.  No  entry  required 

Once  you  click  on  the  |Save|  button  in  the  Call  Worksheet ,  the  tow  record  will  have  an  On 
Hold  flag  in  the  General  panel  of  the  Call  Worksheet .  The  vehicle  cannot  be  released  to  the 
customer  until  the  hold  is  removed. 


If  you  attempt  to  release  a  vehicle  which  is  currently  On  Hold,  you  will  receive  a  message  indicating 
that  the  hold  must  be  removed  before  releasing  the  vehicle.  You  will  not  be  able  to  proceed  with  the 
release  until  the  hold  is  removed. 


1 .3.5.2  REMOVING  A  HOLD  FROM  A  VEHICLE 


A  hold  can  be  removed  from  a  tow  record,  allowing  the  vehicle  to  be  released. 


When  a  customer  arrives  with  the  appropriate  release  forms  for  their  vehicle,  complete  the  following 
steps. 


1)  Go  to  the  |Storage|  tab  in  the  Call  Worksheet. 
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2) 

3) 


Click  on  the  Vehicle  Hold  button. 


Fill  in  the  date  that  the  hold  was  removed  in  the  Hold  Removed  field,  or  select  the  date  from  the 
drop  down  list. 


4) 

5) 


Enter  the  name  of  the  officer  who  removed  the  hold  in  the  Removed  By  field  and  enter  his/her 
badge  number.  Include  a  (asterisk)  before  the  badge  number. 


Click  on  the  |Save|  button.  The  Hold  On  flag  is  removed  from  the  Call  Worksheet. 


Click  on  the  Police 
Information  button 
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1.3.6  Marking  a  Vehicle  as  Stolen 

To  mark  a  vehicle  which  has  been  stolen,  use  the  following  steps: 


1 .  Click  on  the  |Storage|  tab. 


2.  Click  on  the  |Police  Informati  n  button. 

3.  Put  a  check  in  the  Stolen  Vehicle]  check  box. 


4.  Click  the  |Save|  button  in  the  lower  right  comer  of  the  Call  Worksheet  window, 

5.  The  tow  record  is  now  labeled  with  the  word  Stolen. 


j^S^Note:  The  Stolen  Vehicle  label  will  not  prevent  a  vehicle  from  being  released. 


1.3.7  LOT  TRANSFERS 


To  transfer  a  car  from  one  lot  to  another,  use  the  |Lot  Transfer  button,  located  on  the 
Storage  panel. 
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1 .  Click  on  the  |Storage|  tab. 


Log  Storage  JjenSale  Invoice 


Search 


2.  The  Lot  Info  panel  appears. 


Lot  Transfer  button 


i_ui  nuu 

Service  Type: 

Passenger  1  $t  20  Hr,  at  4  F,„  v 

Lot  Company: 

Lot  /  Section; 

Key  He!<HT...  Q 
Tracking 

Lien  Type/  Value: 

Lien  Exempt : 

Storage  Type: 

09/13/2004  11:40 

_ _ ri 

L  -  - “f 

415  7th  St...  ▼  j|  ^ 

▼  ||  50.00 

□ 

W 

Time  Out: 

$0.00 

L  50.00 1 

View  Storage  ChargT^jf-^  Lot  Transfer  | 

Accidently  stored 

Lot  Transfer  History 

3.  Click  on  the  Lot  Transfer)  button.  A  window  appears  asking  you  if  you  are  sure 
you  want  to  do  a  lot  transfer. 


tea  Confirm  To  Proceed 


Are  You  sure  about  Lot  Transfer. 


Java  .Applet  Window 


4.  Click  on  the  Yes  button. 
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5.  The  fields  in  the  storage  area  are  cleared. 


6.  Enter  the  following  information: 

a.  Service  type 

b.  Time  In 

c.  Lot/Section 


7.  When  you  are  finished  entering  the  transfer  information,  click  the  [Savel  button  in  the 
lower  right  comer  of  the  Call  Worksheet. 


»Note:  While  it  possible  to  simply  choose  another  lot  from  the  drop  down  list  in  the  Storage 
tab,  this  feature  should  not  be  used  for  lot  transfers.  You  should  only  change  lots  using  the 
drop  down  list  when  you  know  that  the  currently  selected  lot  is  incorrect. 


1.3.7.1  VIEW  TRANSFER  HISTORY 


To  see  the  transfers  which  have  occurred  for  this  vehicle,  click  on  the  Lot  Transfer  History 
button. 


View  Storage  Charge 

Lot  Transfer 

Accidsntiy  Stored 

Ji>  Storage 

Lot  Transfer  History 
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The  Transfer  History  window  appears. 


1 .3.8  ADDING  A  TRANSFER  FEE 


1. 

2. 


After  the  vehicle  has  been  moved  to  another  storage  facility,  make  sure  you  add  the 
appropriate  transfer  fee. 


Click  on  the  Invoice  tab  on  the  Call  Worksheet. 


Storage  (Lien  Sale 


Invoice 


Search 


3 .  Click  on  the  [Service/Biilingj  button. 


4.  Select  the  Lot  Transfer  Fee  from  the  drop  down  list  for  the  Service  Desc  field. 


ServIce&ilHng  |  Delete  Service  |  Create  Invoice 


Log 


Calc  Estimate 

an  services 

HUVV  VI LC 

Service  Dasc 

$21 .75-Lot  Transfer  FseN,.. 

Purchase  Order 

Ticket  # 

Quantity 

1.0 

Price 

21 .75 

Cancel 

Save  Service  

Storage 

Uen  Sale 

Invoice 

Search 

Click  on 

Service/Billing  to 
add  a  New  Service 


Click  on  Save 
Service  to  add  the 
Lot  Transfer  Fee  to 
the  Invoice 


5.  Click  on  the  Save  Service]  button,  which  is  part  of  the  Invoice  panel. 


Note:  For  this  action  you  must  click  pave  Servicel,  not  the  usual  |Save|  button 
located  in  the  lower  right  comer  of  the  Call  Worksheet. 

6.  After  saving  the  service,  the  new  entry  will  appear  in  the  Services  window. 
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1 .3.9  ACCIDENTALLY  STORED  VEHICLES 


If  a  vehicle  which  should  not  be  stored  is  accidentally  put  into  storage,  you  can  use  the 
Accidentally  Stored]  button  to  remove  the  vehicle  from  storage.  Use  this  feature  when  there 
has  been  an  owner-requested  tow,  or  a  courtesy  tow  for  a  city  vehicle.  By  pressing  the 
Accidentally  Stored  button,  the  status  for  the  tow  record  changes  from  Stored  to  Services 
and  the  storage  history  for  this  vehicle  is  removed. 


1 .  Click  on  the  Storage  tab  in  the  Call  Worksheet. 


iLflJStorage 

Lien  Sale  Invoice  }  Search 

Click  on  the  / 

Accidentally  Stored  button 

View  Storage  Charge 

Lot  Transfer 

Accidently  Stored 

Back;  i raster  age  \ 

Lot  Traictor.Hitfnm - d. 

3.  Click  on  the  Yes  button. 


Accidentally 
Stored  button 


1.3.10  Storage  Lot  Locations  and  Descriptions 

The  various  lots  were  cars  can  be  stored  are  as  follows: 


Lot  Name 

Description 

2325  Jerrold 

Lot  for  City  Vehicles  □ 

950  Bryant/DPT/SFPD 

Lot  for  City  Vehicles 

Atlas  Towing  Yard 

Lot  for  Big  Rig  Trucks 

SFPD  Crime  Lab 

Crime  Lab  Lot 

450  7th  Street 

Short  Term  Lot  □ 

Pier  70 

Long  Term  Lot 
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1.3.11  Releasing  a  Vehicle 

When  customers  come  to  the  AutoRetum  customer  service  window  to  retrieve  their  car,  they’ll  need  to 
provide  information  about  the  car,  such  as  the  license  plate  number  or  VIN,  make  or  model  of  the 
vehicle,  as  well  as  the  location  of  the  tow  and  date  of  tow. 

To  retrieve  their  vehicle,  they  will  need  a  photo  ID  (valid  driver’s  license),  if  the  vehicle  was  towed  by 
the  DPT.  If  the  vehicle  was  towed  by  the  SFPD,  they  will  need  a  photo  ID  and  a  PD  release  form. 
They  will  also  need  to  pay  for  the  towing  and  storage  charges  which  have  been  incurred  before  the 
vehicle  can  be  released. 

You  can  follow  these  basic  steps,  which  are  expanded  upon  in  the  sections  below. 


1.3.11.1  Open  a  Call  Worksheet 


After  logging  into  DTS,  open  a  Call  Worksheet.  The  worksheet  will  be  blank  when  you  first  enter  the 
system.  If  the  window  is  not  blank  select  the  [New|  button  to  clear  the  window  and  start  a  new  search. 
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1.3.12  Search  for  a  vehicle  using  a  license  plate  number,  or  other  information 


Click  on  the  Search  Tab,  if  needed. 


1  Log  ;  Storage  Lion  Sale  Invoice 

Search 

i  V 

New 

Cancel  Call 

Save 

Search  Tab  is  in 
the  lower  right 
corner  of  the  Call 
Worksheet 


Searching  on  the  license  plate  number  of  the  vehicle  is  the  most  straight  forward  way  to  find  a  vehicle 
in  DTS. 


Enter  a  License  Plate  Number  in  the  License  field.  If  the  license  plate  number  is  unknown,  you  can 
also  search  on  the  VIN  (the  last  four  digits  or  entire  VIN)  as  well  as  the  make,  model,  color  and  state 
of  the  vehicle. 


The  search  fields  for  the  Vehicle  Panel  are: 


Field 

Value 

License 

Enter  a  complete  or  partial  license  plate  number 

Year 

Enter  the  vehicle  year  as  4  digits  (e.g.  “1999”). 

VIN 

Enter  the  Vehicle  Identification  Number  (VIN). 

Make 

Select  the  vehicle  make  from  the  pull-down 
selection  list  (e.g.  “Ford”). 

Model 

Select  the  vehicle  make  from  the  pull-down 
selection  list  (e.g.  “Explorer”). 

Color 

Select  the  vehicle  color  from  the  pull-down 
selection  list  (e.g.  “Green”).  This  is  an  optional  1 

search  criterion,  since  many  custom  colors  may  not 
be  available  in  DTS. 

State 

Enter  the  license  plate  state. 

Motor  Club 
Authorization 

Unused field.  No  entry  required. 
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The  search  fields  for  the  Call  Panel  are: 


Field 

Value 

Account 

Unused field.  No  entry  required. 

DR# 

Enter  the  DR  number  to  list  the  tow  record  for  this  DR 
number. 

Inv  # 

Unused field.  No  entry  required. 

PO# 

Unused field.  No  entry  required. 

Ticket  # 

Enter  the  ticket  number  to  list  the  tow  record  associated  with 
this  ticket  number. 

Driver 

Select  a  driver  from  the  drop-down  list  to  see  all  tow  records 
for  this  driver. 

Status 

Select  a  status  from  the  drop-down  list  to  see  all  tow  records 
for  this  status. 

Call  Date  Range 

Enter  the  start  date  and  end  date  in  the  appropriate  area  to  list 
the  tow  records  within  the  selected  date  range.  You  may  also 
select  the  date  from  the  pop-up  window. 

Leaving  the  date  fields  blank  will  show  all  tow  records  for  all 
dates  (not  recommended). 

Police  Hold 

Check  this  box  to  search  for  calls  on  police  hold. 

Cancelled  Call 

Check  this  box  to  include  cancelled  calls  in  the  search  results. 

1.3.13  Smart  Search  Strategies 


You  can  narrow  your  search  by  searching  on  more  parameters,  such  as  Make  AND  Model  AND 
Color.  Or,  you  can  broaden  your  search  by  only  selecting  one  parameter,  such  as  Make. 


By  default  you  are  only  searching  for  tows  which  happened  on  today’s  date.  You  can  search  for  tows 
which  occurred  on  another  date.  Use  the  Call  section  of  the  Call  Worksheet  to  select  a  different  date. 
When  you  click  on  the  drop  down  arrow  next  to  Call  Date,  a  calendar  pop-up  window  appears.  Select 
the  date  you  want  and  press  |OK|.  Be  sure  and  select  an  end  date  by  clicking  on  the  drop  down  arrow 
next  to  the  Range  field,  if  a  date  is  not  already  present  in  this  field. 


Note:  Searching  is  case  in-sensitive,  so  you  do  not  need  to  worry  about  whether  you  search 
j^L  using  upper  or  lower  case  letters.  When  working  in  DTS,  leave  your  Caps  Lock  in  the  ON 
position,  so  that  all  text  you  enter  is  in  UPPER  CASE. 


1.3.13.1  Searching  on  DR  Number 

If  you  know  the  DR  Number  for  a  specific  tow  record,  you  can  search  on  it  by  entering  it  in  the  DR# 
Field.  If  the  tow  date  has  already  been  set  in  the  search  panel,  then  only  the  last  for  digits  of  the  DR  # 
are  needed  for  the  search,  since  the  beginning  numbers  in  the  DR  #  represent  the  date  of  the  tow. 
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1*3.13.2  Searching  on  License  Plate  Number 

If  your  search  on  the  entire  license  plate  number  does  not  locate  the  vehicle,  then  try  searching  on  a 
partial  license  plate  number.  For  example,  if  the  license  plate  number  is: 

1JKP234 

You  can  try  searching  for  just  the  beginning  of  the  license: 

1JKP 

to  see  how  many  matches  you  get.  This  search  will  return  all  tow  records  which  contain  “1JKP” 
anywhere  within  the  vehicle’s  license  plate  number. 

Or,  you  can  try  searching  on  just  the  last  3  digits  of  the  license  plate  number: 

234 

This  will  find  all  tow  records  of  vehicles  with  those  3  digits  anywhere  in  the  license  plate  number. 

If  you  know  some  of  the  numbers,  but  are  unsure  of  a  specific  number  or  letter,  you  can  use  the  “%”  to 
indicate  that  you  don’t  know  that  particular  number.  For  example: 

54%26 

Will  show  you  all  tow  records  that  have  those  numbers,  where  the  %  is  replaced  by  any  single  letter  or 
number.  Some  results  might  include  54926  or  54K26. 

1.3.13.3  Searching  on  VIN 

If  the  customer  does  not  know  the  license  plate  but  has  the  VIN  number,  you  can  search  using  any  part 
of  the  entire  number.  The  most  common  search  is  on  the  last  four  digits  of  the  VIN,  as  this  is  what 
Dispatch  will  enter  if  there  is  no  license  plate  on  the  vehicle.  It  is  not  necessary  to  type  in  the  full  VIN 
to  do  a  search  on  it. 


1.3.13.4  Constraining  the  Tow  Date 

If  your  search  is  returning  too  many  rows,  then  you  can  restrict  the  search  by  setting  the  Call  Date 
Range  fields  so  you  can  search  for  specific  dates. 


1.3.13.5  Police  Hold  Check  box 


By  checking  this  box,  and  clicking  the  |Search|  button,  you  will  see  a  list  of  only  those  vehicles  which 
have  a  Police  Hold  on  them.  Use  this  check  box  along  with  other  search  criteria  to  narrow  your 
search. 


1.3.13.6  Cancelled  Call  Check  Box 


By  checking  this  box  and  clicking  the  |Scarchj  button,  you  will  see  a  list  of  all  vehicles  which  meet 
your  search  criteria,  including  all  tow  records  in  which  the  tow  record  has  a  status  of  Call  Cancelled. 


1.3.13.7  Always  Use  at  Least  One  Search  Parameter 

Always  make  sure  that  you  enter  some  search  criteria.  Never  do  a  search  that  will  find  all  tows  for  all 
dates,  as  there  is  no  way  to  stop  the  search  once  it  has  started.  This  type  of  search  will  tie  up  your 
machine  and  slow  down  the  entire  system  while  it  searches. 
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13.13.8  Select  the  vehicle  from  the  search  results 


After  pressing  the  Search  button,  a  list  of  search  results  appears.  This  list  may  contain  only  a  single 
item,  in  the  case  of  an  exact  match  for  a  license  plate  number.  Or,  this  list  may  contain  several  items, 
in  the  case  of  a  search  on  a  particular  make  or  model  of  vehicle. 


The  search  shown  above  found  two  vehicles. 


Select  the  vehicle  that  you  are  searching  for  by  double  clicking  on  the  row  in  the  search  results  list.  A 
completed  Call  Worksheet  appears. 


Note:  Be  sure  you  double  click  on  the  row  you  want  to  select.  If  you  click  once,  the  record 
will  not  be  selected,  but  not  opened,  and  you  risk  working  over  the  record  which  was  open 
before  your  started  your  search. 
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1.3.14  Review  the  Call  Worksheet 

Once  you’ve  found  the  tow  record,  there  are  several  items  that  you’ll  want  to  review  with  the 
customer: 

1 .  If  the  vehicle  has  been  towed  by  the  police  department,  the  customer  will  need  to  get  a 
release  document  from  them  before  we  can  release  the  car.  For  more  information  on 
vehicle  release  forms,  see  AutoRetum’s  Customer  Service  Procedure  Guide . 

2.  If  the  vehicle  is  labeled  On  Hold,  the  vehicle  cannot  be  released  until  the  hold  has  been 
removed.  See  Chapter  4  -  Storage  and  Holds ,  for  more  information  about  holds. 

3.  Review  with  the  customer  the  reason  the  vehicle  was  towed,  based  on  the  Reason  code. 
See  Appendix  B  -  Reason  Codes  for  details  on  each  reason  code  and  its  meaning. 

4.  Confirm  the  license,  make  and  color  of  the  vehicle,  so  that  you  are  sure  you  are  working 
on  the  correct  tow  record.  If  you  are  unsure,  find  the  TIMS  record  for  this  vehicle  and 
check  the  registered  owner  of  the  vehicle. 

5.  Confirm  the  location  from  which  the  vehicle  was  towed,  so  that  you  are  sure  you  are 
working  on  the  correct  tow  record. 


1.4  Call  Worksheet  Panels 
1.4.1  General  Information 
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This  part  of  the  Call  Worksheet  shows  which  organization  requested  the  tow,  and  the  reason  for  the 
tow. 


ueittsi  ai 

Company: 

|  San  Francisco  AutoRetum 

▼ 

Account 

San  Francisco  DPT 

Colter 

Call  Back: 

415-553-1239 

Reason: 

YEU38B.1  ▼ 

Ctess: 

▼  Equip:  Regular ▼ 

Call  Type... 

| _ 

1.4.2  Vehicle  Information 

This  part  of  the  Call  Worksheet  shows  you  the  information  about  vehicle  which  has  been  towed. 


1.4.3 


Tow  Location 


This  part  of  the  Call  Worksheet  shows  you  the  information  about  the  location  from  which  the  vehicle 
was  towed. 


Location 

Location: 

Address: 

Cross  Street: 

City: 

|  State: 

| 

21 9  SACRAMENTO 

San  Francisco  i 

CA  ▼  Zip:  Zone: 

_ zlI' 
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1.4.4  Destination 

This  part  of  the  Call  Worksheet  is  used  to  enter  data  for  Towback  and  Towout  transactions.  This  is 
the  location 

Destination 


1.4.5  Motor  Club 

This  part  of  the  Call  Worksheet  is  not  currently  used. 


Motor  Club 
Name: 

Mem#: 

Exp.  Data 
Prog/Lvt 
Cost  Limit: 

Mig  Limit 
!  Mlg  Rats: 

Aut  hit: 


1.4.6  Review  and  Write  Notes  in  the  Notes  Area 


During  the  course  of  working  on  a  Call  Worksheet  it  is  helpful  to  review  notes  for  this  tow  record,  and 
write  additional  information  as  needed.  To  add  a  note,  use  the  following  steps: 


1 .  Click  on  the  Add  Call  Notel  button.  A  pop-up  Notes  window  appears. 
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2. 

3. 

4. 


Enter  the  note  in  the  text  box. 


Click  on  the  Add  to  Notes*  button. 


Click  the|  Savel  button  in  the  lower  right  comer  of  the  Call  Worksheet  to  save  the  Call  Note  to 
the  tow  record. 


Add  to  Call  Notes 


This  is  a  new  call  note] 


Scroll  bar  for 
viewing  notes 


Add  to  Notes 


Java  Applet  Window 


Note:  It  is  important  that  you  click  the  |Save|  button  after  completing  your  note.  If  you  don’t 
LA  click  |Save|,  your  Note  will  be  lost. 


new  Call  Notes  scroll  through  the  text  field  using  the  scroll  bar  on  the  right  side  of  the  text  box. 
Notes  are  shown  from  newest  to  oldest. 


1 .5  Removing  the  Vehicle  from  storage 


1.5.1  Verify  Vehicle  Hold  Message 

If  the  vehicle  is  On  Hold,  the  vehicle  cannot  be  released  to  the  customer  without  an  authorized  Police 
release.  There  is  a  message  on  the  Call  Worksheet  window,  below  the  General  panel,  when  a  vehicle 
has  been  marked  as  On  Hold.  For  more  information  on  Holds,  see  Chapter  5  -  Storage  and  Holds. 
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1.5.2  Check  eTIMS 

Make  sure  that  there  are  not  more  than  five  outstanding  citations  on  the  vehicle 

At  this  point  need  to  you  go  into  the  TIMS  system  to  check  on  two  important  items: 

■  Registered  owner  of  the  vehicle.  The  registered  owner  must  be  present  to  release  the  vehicle.  In 
TIMS,  you  can  check  the  owner  registration  and  compare  it  to  the  driver’s  license  presented  to  you 
by  the  customer.  This  is  only  true  when  the  vehicle  was  towed  for  expired  registration.  Otherwise, 
they  use  the  registered  owner  info  as  a  courtesy  check. 

■  Number  of  citations  on  the  vehicle.  The  vehicle  cannot  have  five  (5)  or  more  unpaid  citations.  If 
there  are,  then  the  customer  must  pay  for  these  tickets  in  order  to  release  their  car,  even  if  the 
citations  are  not  yet  due.  If  there  are  citations  which  have  the  status  of  “Under  Review”,  you  do  not 
need  to  collect  fees  for  those  tickets. 

For  more  information  on  TIMS,  see  the  AutoRetum  document  entitled  TIMS  Training  Guide. 


1.5.3  View  Storage  Charges 


It  is  often  a  good  idea  to  review  the  estimated  charges  with  the  customer  prior  to  taking  the  vehicle  out 
of  storage.  If  you  wait  and  review  these  amounts  with  the  customer  after  taking  the  car  out  of  storage, 
you  will  have  to  complete  additional  steps  to  return  the  vehicle  to  storage  in  the  event  that  the 
customer  is  unable  to  pay. 


To  see  an  estimate  of  storage  charges: 


1 .  Click  on  the  [Storage!  tab. 


2.  Click  on  the  (View  Storage  Ctiargej  button.  A  pop-up  window  appears. 

3.  Click  on  the  |Storage  Out  Date]  button.  A  time-stamp  appears  in  the  field  next  to  the 
button. 

4.  Click  on  the  Calculate  button.  The  amount  owed  for  storage  appears  next  to  the 
Storage  Amount  label.  The  amount  shown  is  the  storage  fee  only,  and  does  not  include 
transfer  fees  and  towing. 


Add  this  amount  to  the  towing  fees,  transfer  fees  and  lien  fees,  if  any,  to  give  the  customer  an  accurate 
amount  they  owe. 
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1.5  A  Take  the  Vehicle  out  of  Storage 


1 .  Click  on  the  |Storage|  tab.  The  Call  Worksheet  displays  a  panel  which  shows  the  storage 
record  for  the  vehicle. 


Log  j  Storage  Lien  Sale  i  Invoice  f  Search 


Lot  Info 


Service  Type: 

Passenger  1  st  20  Hr.  af  4  Free  ▼ 

f  T  ime  In:  1 

|07/1  5/2004  12:38 

( i 
,1 

Lot  Company: 

[auto- 

_ ~J 

Lot  /  Section: 

Pier  70  ▼ 

'W  I 

'  Key  Held  /Ta...  □ 

—  i 

Tracking  ft 

Lien  Type/  Value: 

$0.00  | 

Lien  Exempt :  | 

Storage  Type: 

□ 

- * 

irage? 


Time  Out: 

Total: 

Grand  Total 


$0.00  [I 


1  View  Storage  Charge 

—  — I 

Lot  Transfer 

Accidently  Stored 

|  Back  in  Star  age 

Lot  Transfer  History 

Click  on  the  Time 
Out  button  to 
remove  the  vehicle 
from  storage 


2.  Click  on  the  jTime  Out  button.  A  window  will  appear  asking  you  if  you  are  sure  that  you 


want  to  take  this  vehicle  out  of  storage. 


3. 

4. 


Click  on  the  Yes  button. 


Save  the  record.  At  this  point,  the  status  for  the  tow  record  becomes  Services,  which  means 
that  the  record  is  ready  to  have  the  services  added  and  calculated. 
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l*ui  mm 

Service  Type; 

tr^ffOfcrf  t  /.!'  Kf  -if  d  v 

Time  fn 

[o?/1 9/200411:47 

Lot  Company: 

[auto  ^  I 

Lot  /  Section: 

[  Pier  _ ▼  1  Blue  ^  1 

<ey  Hettf /Tag...:Jj 

1705 

Tracking 

Lien  Type/ Value: 

1  ▼  ft  $0.00 

Lien  Exempt : 

Storage  Type: 

[  ~  <r"[j 

]|07/1 9/2004  12:15 

Total 

Grand  Total: 

$0.00  * 

$0.00 

View  Slot  age  Cl 

varge  | 

j  Id  Transfer  1 

[  Accidently  Stored 

Back  in  Storage 4ec 

Lot  Transfer  History 

Time-stamp  when 
the  vehicle  was 
removed  from 
storage 


Sack  in  Storage 
button 


There  will  now  be  a  time-stamp  in  the  Time  Out  field.  You  cannot  do  anything  else  to  this  tow  record 
except  add  services  and  create  invoices. 
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1.6 


Putting  a  Vehicle  Back  in  Storage 


If  for  some  reason,  you  are  not  able  to  complete  the  release  of  the  vehicle,  you  need  to  click  the  [Back 
in  Storagej  button  on  the  Storage  panel. 


This  will  remove  the  time-stamp  from  the  Time  Out  field  and  return  the  Status  of  the  tow  record  to 
Stored. 


Note:  You  cannot  put  a  car  that  has  a  lien  status  (Lien  Start,  Lien  Papers  or  Lien  Sold)  back  in 
storage,  so  use  the  Back  in  Storage  button  carefully. 


1.7  Add  Charges  to  an  Invoice 


To  view  and  add  charges  incurred  for  the  towing  and  storage  of  a  vehicle,  click  on  the  |Invoicc[  tab  in 
the  lower  right  hand  comer  of  the  Call  Worksheet  window. 


1  Log 

Storage 

Lien  Sale 

invoice  i  Search 
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1.7.1 


A  list  of  services  received  thus  far  is  displayed.  This  will  include  the  towing  and  storage  charges 
which  are  calculated  and  added  automatically  based  on  the  Time  In  and  Time  Out  fields.  It  may  also 
include  a  lot  transfer  fee,  if  applicable.  You  can  add  more  services  at  this  time. 


DrtverjSmviCB 

CUB! 

Crty  Pfic&  [  Ami  f  Ta>n 

BBT  |stor... 

sfp.!'.t 

2.00  35.00  63.50  0.00 

BBT  ITran... 

SFP../ 

l.ooj  21.7Si  21 .75  (TOO 

Click  on  the 
Service/Billing 
button  to  add 
services  to  this 
Invoice 


Add  Services  to  the  Invoice 


Click  on  the  |Service/Billingj  button.  This  brings  up  the  New  Service  window.  Now  you  can  add  any 
additional  charges,  such  as  the  towing  fees. 


Service  Descr  drop 
down  list 
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Field 

Value 

Service  Descr 

Use  this  drop-down  box  to  select  a  service  to  add  to  the 
invoice. 

Purchase  Order 

Unused field ,  No  entry  required. 

Ticket  # 

Unused field.  No  entry  required. 

Quantity 

Enter  the  quantity  of  this  service  received.  The  usual  entry  for 
this  field  is  1 . 

Price 

Enter  the  dollar  amount  for  this  service.  This  field  will  be 
filled  in  automatically  for  many  of  the  services  selected.  If  the 
amount  is  a  negative  number,  the  (minus)  sign  must  be 

entered  first. 

1.8  Select  Tow  Service  and  Associated  Charges 


Choose  a  |Service  Desq  from  the  drop  down  list  of  services.  Since  the  Tow  Fee  is  added 
automatically,  you  should  instead  add  any  other  necessary  services. 

Lot  transfer  fees  are  also  added  automatically  -  simply  verify  that  the  lot  transfer  fee  has  been  added 
to  the  invoice.  To  do  this,  click  on  the  [Storage]  Tab,  then  click  on  the  [Lot  Transfer  History  pulton. 
If  there  have  not  been  any  transfers  you’ll  see  the  following  message: 
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1.8.1  Adding  Citations  to  the  Services  List 

Before  completing  an  invoice,  check  eTIMS  to  make  sure  that  the  customer  does  not  have  five  or  more 
outstanding  citations.  If  they  do,  then  they  will  need  to  pay  for  these  tickets  before  you  can  release  the 
vehicle.  Get  a  total  dollar  amount  of  the  five  tickets  from  TIMS. 


New  Service 


Service  Desc 

OustancDng  Tlx  from  TIMS  ▼ 

Purchase  Order 

Ticket  # 

Quantity 

1.0 

Price 

42^.00 

Cancel 

Save  Service 

Storage 

Lien  Sale 

Invoice 

Search 

Select  Outstanding  Tix  from  TMS  from  the  Service  Desc  drop  down  field,  and  enter  the  dollar 
amount  of  all  citations  that  the  customer  is  paying  in  the  Price  field. 


Click  Save  Service,  to  add  this  item  to  the  Services  list. 


Once  the  customer  has  paid  for  the  tickets,  you’ll  need  to  return  to  TIMS  and  mark  which  tickets  have 
been  paid  for.  See  the  TIMS  Training  Guide  for  more  information. 

»Note:  Customers  who  have  fewer  than  five  tickets  are  not  required  to  pay  for  their  citations 
to  have  their  vehicles  released.  However,  they  do  have  the  option  of  paying  for  their 
outstanding  citations  at  this  time,  if  they  wish. 


1 .8,2  Calculate  Estimate 


Once  all  the  services  have  been  added,  click  on  the  button  [Calc  Estimate]  button  to  see  an  estimate  of 
the  total  charges  that  the  customer  will  need  to  pay. 


Tell  the  customer  the  total  amount  prior  to  creating  an  invoice. 
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1.9  Create  an  invoice 


Click  on  the  Create  Invoice  button. 


Click  on 
Create  invoice 


Note:  All  the  services  in  the  Services  list  will  be  selected  automatically  in  order  to  create  an 
invoice.  If  you  mistakenly  select  only  some  of  the  services  in  the  list  then  the  invoice  created  will 
only  include  those  services  which  are  selected  (black).  Press  the  Shift  key  while  clicking  on  each 
item  to  select  each  service  individually,  or  click  on  the  |Call  #|  button  to  refresh  the  window  and 
select  all  the  services. 


1.9.1  Bill  to  Selection 


After  clicking  on  [Create  Invoice!,  you’ll  see  a  window  where  you  select  either  the  SFDPT  or  an 
Owner  List.  Select  the  Owner  List  radio  button.  From  the  drop  down  list  choose  Released  To.  If  a 
different  person  is  paying  for  the  release,  please  add  this  person’s  information  under  the  Bill  To 
section. 
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1.9.2 


After  selecting  an  option  from  the  Owner  List  drop  down,  you’ll  be  able  to  add  Address  Information 


Customer  and  Address  Information 

Fill  out  the  Select  Bill  To  section.  If  possible,  swipe  the  driver’s  license  using  the  swipe  machine. 
When  the  information  is  entered,  click  the  jSave  button. 
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1.9.3  Invoice  Information 

A  window  showing  the  Invoice  Number  and  Invoice  Date  appears. 

1 .  Add  any  comments  to  the  invoice.  For  example,  if  the  customer  ID  is  not  from  the  United 
States,  enter  the  ID  verification  information  here.  Also  enter  “Rental  Vehicle”  in  the 
comments  field  if  the  vehicle  is  a  rental. 


2.  Click  OK. 


Invuiiv  CfPiitluti 

f 

..  ■  Q>LP|  iTrffc 

OWTUjt  UeI 

l  *1 

iUtPmiti  u^Othii  | 

■w  I 

1  unit  MniinK 

JOE 

CUSTOMER 

AHiiil'h: 

111  MINNA  STREET  It 

ciyt 

SAN  FRANCISCO  1 

'ittttl 

CH  ■»] 

94101 

|  .  1(415)  555-5555 
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1.10  Add  payments  to  an  Invoice 

Now  that  you  have  created  an  invoice,  you  will  see  it  in  the  list  of  invoices  for  this  tow  record. 


Inv# 

Tax 

Disc 

:J.  □  00 

Billing 


Unpost 


Add  Payment 


Log  j  Storage  j  Lien  Sale  [invoice 


Click  on  a  row  to 
select  an  Invoice 


Click  on  Add 
Payment 


1.10.1  Select  an  Invoice  to  add  a  payment 


Click  on  the  |Billi  ng/Scrvi cej  button  to  display  a  list  of  invoices  associated  with  this  tow  record.  Click 
on  the  invoice  that  you  have  created.  If  you  don’t  select  an  invoice  from  the  list,  and  you  click  on  the 
Add  Payment  [button,  then  you’ll  see  the  following  message 


1.10.2  Adding  Payments  to  Invoices 


Click  the  [Add  Payment]  button  and  a  window  appears  where  you  can  complete  the  payment  for  the 
towing  services. 
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1.10.3  PROCESSING  CASH  PAYMENTS 

1 .  From  the  drop  down  list,  select  the  Payment  Type  of  Cash. 

2.  Type  in  the  dollar  amount  in  the  Amount  field. 


3 .  Click  on  the  |Apply|  button. 


Add  Payment 


Invoice# 

Payment  Type 

Purchase  Order 

Received  By 

121198 

Cash  w 

jpendleton 

Pymt  Date 

07)1 9/2004 

Amount 

q* 

Apply 

Next 

_ : 

Close 

Click  to  exit 
without  Saving 


AutoRetum 


44 


Proprietary  and  Confidential  to  AutoReturn 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


CSD  Procedures  Manual 


1.10.4  PROCESSING  CHECK  PAYMENTS 

1 .  From  the  drop  down  list,  select  the  Payment  Type  of  Check. 

2.  Type  in  the  dollar  amount  in  the  Amount  field. 

3.  Type  in  the  check  number  in  the  Number  field,  the  Amount ,  and  the  Approval  number  supplied 
by  the  approval  machine. 


4.  Click  on  the  |Apply|  button. 


Atfd  Payment 


Details 


tnvdce  $ 

Payment  Type 

Purchase  Order 

Received  By 

121198 

Check  j 

jpendteton 

Pymt  Date  j 

07/1 9/2004 

Check 

Type 

Number 

Amount 

Approval 


19937 


PERSONA-.. 


$200.00 


7608 


Apply  | 

Next 

Close 

1 

_ - _ l 

5.  Make  sure  the  check  as  the  following  information: 

a.  Name 

b.  Address 

c.  Phone  Number 

d.  Drivers  License  Number 

e.  Check  Approval  Number 

f.  DR  Number 

6)  From  the  drop  down  list,  select  the  Payment  Type  of  Credit  Card. 

7)  Choose  the  Type  of  card,  such  as  Visa. 
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8) 

9) 


Enter  the  Amount  and  the  Approval  code. 

You  do  not  need  to  enter  the  credit  card  Number,  Expiration  date  or  the  card  holder’s  Name.  This 
information  is  captured  by  the  credit  card  processing/check  approval  machine. 


Click  the  [Applyl  button. 


Add  Payment 


Details 


Invoice  # 

Payment  Type 

Purchase  Order 

Received  By 

121198 

Credit  Card  ^ 

jpendleton 

Pymt  Date 

07/1 9/2004 

Credit  Card 
Type 
Number 
Expiration 
Name 
Amount 
Approval 


Vise 


$213.50 


7985 


Apply 

Next 

Close 

After  the  payments  have  been  applied,  the  Balance  in  the  Billing  section  of  the  Call  Worksheet  should 
be  $0.00. 
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1.1 1  Complete  the  Invoice 

Select  the  invoice  from  the  Billing  list.  Click  on  the  Preview  button  to  display  the  final  invoice.  If 
you  do  not  have  an  invoice  selected  in  the  list,  you’ll  see  the  following  window. 


Print  the  invoice.  Three  copies  will  automatically  print.  Keep  one  for  our  records,  give  two  to  the 
customer.  One  of  the  two  which  goes  to  the  customer  is  used  to  retrieve  the  car  from  the  storage  lot. 
This  one  should  be  embossed  with  the  handheld  embossers  located  at  each  desk.  In  the  event  that  a 
customer  pays  for  tickets  or  has  a  waiver,  you  need  to  print  one  additional  copy  (a  total  of  four 
copies).  The  extra  copy  is  for  our  files. 


San  Francisco  Auto  Return 

850  Bryant  Street  —  Room  145 
Hall  of  Justice 
San  Franchco,  CA  94103 
41 5*821 -8605 


JOHN  PENDLETON 
110OAK  STREET 
3AN  FRAN0ISCOCAM110 
CA  A6370O38 


FOOD  EXPLORER  BLCK  SU  CA  -3JLV7O0  1SOP9KWS69334H) 


2769 HARRISON  STREET  2® D  /24TH  SanFrratiCO 


0GODODOQ2410G  SFDPTX0407190076  FEE/1460 1  UfflCMMO  Driwr  07/18/2004  07/19/2004 


10  3400 

11:1000 

12  1600 

77  m  IfT.-i 

■mttti  nirrriin 

BWT 

BWT 

10  Passenger  1*t20Hr  af4Free 

000 

000 

bwt 

BWT 

10  &  1  J&UX  Transfer  FsertEW 

21.75 

21.T6 

BWT 

BWT 

10  $171 7S-Tov<PaW6ng*rCarsNEW 

171.75 

171.76 

BWT 

BWT 

10  OueiarMlng  Tbcirom  Tius 

42000 

42000 

$«fc  Total 

610.90 

N«t Total 

013.60 

AmoantPsIrt 

61050 

Cssfe: 

20000 

908/ 

Approval  Cede  7603 

Oti*«R: 

MO.OO 

Approval  Cod*  7966 

ChcCICsuI: 

21390 

Bnlnnce : 

000 

Rekn«nl  To:  JOHN  PENDLETON 


apned 


BYLAW  YOU  CAN  PROTEST  A  CITY  AND  COUNTY 
OF  SAN  FRANCISCO  VEHICLE  TOW.  YOU  MUST 
REOUE5T  A  HEAR  MO  WUHN  3*  DAYS. 

SFPD 

DPT  141  ft  2SM047 
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1.12  Additional  Invoice  Tasks 

1.12.1  Release  the  vehicle  inside  of  TIMS 

Once  you  have  released  the  vehicle  to  the  customer,  and  received  all  payments,  the  vehicle  must  be 
released  inside  of  TIMS.  See  the  TIMS  section  for  more  information. 


1.12.2  Unposting  Invoices 


You  can  unpost  invoices  if  no  payments  have  been  made.  If  a  customer  realizes  that  they  do  not  have 
enough  money  to  pay  for  the  services,  you  can  unpost  the  invoice  and  return  the  vehicle  to  storage.  In 
this  case,  click  on  the  lUnpost  Invoice]  button. 


You’ll  see  a  window  asking  you  if  you  are  sure  you  want  unpost  the  invoice. 


Click  the  |Yes|  button  to  complete  the  unposting  process. 


If  the  customer  will  be  returning  at  a  later  time  to  pay,  don’t  forget  to  put  the  vehicle  back  in  storage. 

If  payments  have  been  made  on  the  Invoice,  it  cannot  be  unposted.  If  you  attempt  to  unpost  a  paid 
invoice,  you’ll  see  a  message  telling  you  that  you  cannot  complete  this  action.  To  unpost  an  invoice, 
you  must  see  your  supervisor. 


1.12.3  Payment  Waivers 


When  the  customer  has  a  payment  waiver  from  the  SFPD  or  DPT  these  waivers  are  processed  as 
credits  applied  against  the  invoice.  To  process  a  payment  waiver,  follow  these  steps: 


1 .  Click  on  the  jServiee/Billingl  tab 
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2.  Use  the  drop  down  list  to  select  one  of  the  three  Waiver  services  listed  (Waiver-Auto-Release, 
Waiver-DPT-Release  or  Waiver-SFPD-Release),  as  indicated  on  the  waiver  itself. 


New  Service 

Service  Desc 

'W 

Purchase  Order 

Services  Only 

A 

Ticket# 

-S-Adjustment 

Quantity 

-$-City  Tow  Charges-Pre- 

Price 

4-Extra  Mileage 

-$-E*sra  Services 

jjffl 

Cancel 

-SO-VValver-Atito-ReleQse 

— 

Log  !  Storage  Lien 

---  -- 

-$0-Waiver-DPT -Retease 

.-SP-WYW-SfPgrBSteagg 

3 .  Enter  the  amount  of  the  waiver  as  a  negative  number. 


New  Service 

Service  Desc 

-$Q -Walv er-SFPD-Rel...  ▼ 

Purchase  Order 

Ticket  # 

Quantity 

1.0 

Price 

ioo[oo 

Cancel 

Save  Service 

4.  Click  on  the  Save  Service  button. 


1.12.4  Additional  bill  To  Information 

In  the  event  that  the  person  paying  for  the  vehicle  is  different  from  the  person  to  whom  the  vehicle  is 
released,  use  the  Owner/Lien  Holder  panel  on  the  Call  Worksheet  to  enter  the  Bill  To  information  for 
this  tow  record. 


Owner /LienHolder 

[BUI  TO  ^ 

First  Name: 

Last  Name: 

Address: 

City: 

State: 

Phene: 

Company: 

License: 

State: 

Zip: 

Ext: 

OwnerflJen  Holder  Heavy  Duty  Towing 
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2  TIMS 


2.1  TIMS  Login 

The  electronic  Ticket  Information  Management  System  (eTIMS)  is  the  Department  of  Parking  and 
Traffic’s  data  repository  for  vehicle  ticket  information.  It  is  also  the  data  source  for  towed  vehicle 
information,  into  which  DPT  Tow  Desk  will  enter  towed  vehicle  data  such  as  license  plate,  date,  and 
time  of  tow. 

AutoRetum  uses  eTIMS  as  a  secondary  source  of  vehicle  release  functions.  The  primary  source  of 
stored  vehicle  information  is  DTS  (under  separate  documentation).  Initial  login: 

-»  Double  click  on  eTIMS  icon  on  Desktop 

-»  Enter  User  ID  and  Password 


— >  Press  Enter  or  click  on  Log  In  button 
For  login  questions: 

Monday-Friday  from  8AM-5PM  contact  Mark  Santos  at  (415)  674-7833 
Evenings  and  weekends  contact  the  ACS  Help  Desk  at  (800)  933-4672 


2.2  Change  TIMS  Password 
Go  to  the  TIMS  login  screen: 
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SECURITY  NOTE: 

IF  AT  ANYTIME  YOU  FEEL  YOUR  PASSWORD  HAS  BEEN  COMPROMISED,  CHANGE 
IT.  IF  YOU  NEED  HELP,  CALL  YOUR  SUPERVISOR.  NO  ONE  SHOULD  KNOW  YOUR 
PASSWORD.  NEVER  GIVE  IT  OUT  OR  SHARE  IT.  YOU  ARE  RESPONSIBLE  FOR  ALL 
ACTIONS  DONE  WITH  YOUR  ID  AND  PASSWORD  AND  CAN  BE  HELD  LIABLE  FOR 
UNAUTHORIZED  ENTRIES  DONE  WITH  YOUR  ID  AND  PASSWORD. 


— »  Click  on  Change  Password 
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2.3  Releasing  Vehicles  in  TIMS 


Once  a  vehicle  is  released  from  DTS,  it  should  be  released  from  eTIMS  as  soon  as  possible.  In  some 
cases,  the  vehicle  is  not  yet  in  eTIMS  (Towaways  are  sometimes  delayed  entries).  These  should  be 
checked  during  off-peak  times. 


After  logging  into  eTIMS,  you  will  see  the  following  screen  appear: 


Once  you  see  the  screen  above,  you  are  ready  to  release  vehicle  and  process  citations. 

The  default  screen  is  General  Processing.  Note  that  the  color  of  General  Processing  in  the  middle 
box  is  shadowed  out.  To  release  a  vehicle  from  here,  click  on  Boot  and  Tow. 


AutoRetum 


Proprietary  and  Confidential  to  AutoReturn 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


52 


CSD  Procedures  Manual 


2.4  Processing  Citation  Payments  in  TIMS 

In  addition  to  TIMS  use  in  storing  towed  vehicle  information,  it  is  also  the  system  in  which 
AutoRetum  processes  payments  for  Citations  for  the  DPT. 

Customers  must  pay  for  citations  (tickets)  under  the  following  circumstances: 

-»  Customer  has  five  (5)  or  more  citations  under  their  name; 

— >  Customer  has  five  (5)  or  more  citations  under  the  registered  owner’s  name  (the  customer 
must  provide  proof  that  they  are  the  new  registered  owner  to  avoid  payment) 

-»  Customer  has  delinquent  citations. 

Customers  also  have  the  option  to  pay  for  citations  that  are  not  in  penalty  and  may  also  pay  for 
citations  even  if  their  vehicle  was  not  towed.  Please  see  the  Customer  Service  Policy  and  Procedures 
Guide  for  more  information. 

After  logging  into  eTIMS,  you  will  see  the  following  screen  appear: 

n^r~n  r  ■  ~i  — u  j 


5L 


Once  you  see  the  screen  above,  you  are  ready  to  process  citations  and/or  releases. 

This  screen  is  General  Processing.  Note  that  the  color  of  General  Processing  in  the  middle  box  is 
shadowed  out.  From  here,  you  can  search  for  the  citations  on  a  vehicle. 

-»  In  the  field  next  to  Plate,  type  in  the  plate  number.  If  you  have  the  last  8  digits  of  the  VIN,  this 
would  go  here  also  (the  field  next  to  VIN  is  for  a  complete  VIN  number). 

NOTE:  Remember  to  type  the  two-digit  state  code  in  front  of  the  plate,  with  no  space  between  this 
and  the  plate.  For  example:  ca6d66432.  The  system  is  not  capital  sensitive,  so  you  can  use  lower  or 
upper  case.  If  you  are  entering  a  VIN,  enter:  vn8j634569 
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— >  Press  Enter  or  click  on  the  Search  button. 

If  there  are  multiple  owners,  the  following  screen  will  appear: 


Choose  the  most  recent  owner  to  view  current  citations. 

Once  you  have  selected  the  appropriate  record  or  if  the  license  plate  has  only  one  registered  owner,  the 
following  screen  will  appear: 
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This  screen  shows  open  citations  for  the  customer.  AutoRetum  is  required  to  collect  Boot  Eligible 
Tickets  only.  As  noted  above,  a  customer  may  pay  for  any  open  citations,  but  this  is  optional  only. 


In  the  example  above,  the  customer  has  9  delinquent  citations  totaling  $740.00.  These  must  be  paid 
prior  to  the  release  of  the  vehicle. 


-»  Click  the  button  next  to  the  words  Boot  Eligible  tickets. 


-»  For  ease  of  viewing,  you  can  also  go  to  the  bottom  of  the  screen  and  in  the  drop  down  menu 
labeled  “Filter  Tickets  By”,  click  on  Boot  Eligible  Ticket.  At  this  point,  only  the  Boot  Eligible 
tickets  will  appear  in  the  screen  above. 
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Once  you  have  clicked  the  button  next  to  Boot  Eligible  Tickets,  you  should  go  to  the  drop  down  menu 
below  this  where  it  says  “Choose  Process”. 

->  Choose  Make  Payment 


-»  Press  Enter  or  click  on  Quick  Process 
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The  next  screen  that  appears  is  the  payment  processing  screen. 
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In  the  third  white  box  from  the  left: 

-»  Select  the  appropriate  payment  method  from  the  drop  down  next  to  Payment  Method  (cash, 
check  or  credit  card) 

-»  Select  AutoRetum  from  the  Payment  Source  drop  down. 

NOTE:  This  should  only  need  to  be  done  in  the  first  transaction  of  the  day.  All  other 
transactions  for  that  session  will  default  to  AutoRetum. 

The  payment  amount  now  needs  to  be  validated. 

->  Click  on  Validate 


This  simply  validates  the  payment  method  and  payment  source. 
You  will  then  see  the  following  screen: 
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You  will  see  a  message  pop  up  on  the  left  side  of  the  screen  in  blue:  Payment  Validation  was 
successful. 

You  will  now  need  to  process  the  payment. 

-»  Click  on  Process  Payments 
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You  will  see  the  following  screen: 


You  will  see  a  message  appear  stating:  A  payment  was  confirmed  for  the  following  line  items  on 
[date]. 

At  this  point,  the  citations  have  been  cleared.  You  may  now  print  the  list  of  paid  citations  for  the 
customer. 

The  last  step  is  to  release  the  vehicle.  Please  see  the  section  on  Releasing  Vehicles  in  TIMS. 
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3  Deficiency  Claims 


The  CSD  Policy  Manual  contains  information  on  the  policies  for  Deficiency  Claims.  This  section  will 
guide  you  through  the  process  of  each  step  of  a  Deficiency  Claim. 

When  customers  fail  to  retrieve  their  vehicle,  fees  continue  to  accrue  until  one  of  two  things  occurs: 

■  Customer  turns  in  title  to  the  vehicle 

■  Vehicle  is  sold/disposed 

tAutoRetum's  fees  on  the  lien  notice  they  have  received  or  will  receive  will  not  necessarily 
equal  the  current  fees  due  on  the  vehicle  because  of  the  daily  accumulation  of  storage  and 
additional  charges  after  the  lien  notice  date. 


3,1  Amnesty 


For  Lien  1  and  2  vehicles  only,  Pat's  Lien  Service  will  send  an  "Amnesty  Letter"  that  accompanies  the 
lien  notice  that  is  sent  out  after  the  72-hour  mark  of  storage. 

A  sample  Amnesty  letter  is  below: 


fiw  41W611226  P40*  in  to 

Bof:  soBjaozeo  NOTICE  Of  STOREO  VI  W I  Ctf  (  AMHES1 Y  OFJI  Ft  b.m 

3CD5-S01‘/'j 


hllllll  |lrak«p<4t( 

SU  FMKISCO  AUIO  I11UU 

4M  7H1  SHEET 

SAJI  f MJICISCIL  CA  Hill 


•  tUIIPMMlt** 

■Mtobtn 


TX*Mr*a»m<f  (416)  621  6606 


liikl  h 

OCOHWOK  H0MM2>  4 
?40  SfKMFORB 
XMI  iKAJIt'IfcCO,  CA 


14m  tf  ft  ilMf 

.  _ ....  i  ifH.'is 

if**.  — -,...4  JG.75  PVt)*y 

UwDnfH^  ..  -  ...  ■>  i  O-flO 


_ _ ICHMIITH)!  1 1  i  n 

J  133?  I  CHfdiLlfH _  _ I  TFfEn.  iftaw 

ATTENTION  REOISfEAEi  OWMfc  YOUR  CHUT  FttE  MAY  BE  MFICTED 


Catlatmi  Civil  Ccdk  Svtlicn  3004  2  Haiti  Lhai  ytu  tro  kVa  la  in  la  04  Mil  (kr|H  and  In*.  HpwH  HMtft  and  kn  ^acauingt  ku 
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If  a  customer  has  chosen  alternative  #2  offered  in  the  Amnesty  Letter,  first  ensure  that  they  have 
brought  in  their  Title  OR  that  they  fill  out  an  Application  for  Duplicate  Title.  One  of  these  items  is 
mandatory  in  order  for  you  to  accept  the  Amnesty  payment.  If  they  want,  they  may  also  turn  in  their 
registration  or  show  you  their  Notice  of  Pending  Lien  Sale  as  further  proof,  but  this  is  not  necessary. 

In  order  to  accept  a  vehicle  title  and  process  an  amnesty  payment  from  a  vehicle  owner,  the 
original  DR  #  should  be  reserved  for  documenting  the  title  received  date  and  processing  the 
sale  of  the  vehicle  using  the  title.  A  new  DR  #  should  be  created  for  processing  the  amnesty 
payment.  The  CSD  representative  should  perform  the  following  steps: 

1 .  Document  the  Title  Received  Dale  -  After  locating  the  original  DR  #  entry  in  the  system, 
the  user  should  go  to  the  Call  Worksheet  -  Storage  tab  and  enter  the  date  the  title  is  being 
surrendered  into  the  “Title  Received”  field. 

2.  Place  the  Vehicle  on  Amnesty.  Hold  -  The  user  should  go  to  the  Call  Worksheet  -  Storage 
Tab  -  Vehicle  Hold  section  and  place  the  vehicle  on  “AMNESTY”  hold.  To  do  this  the 
user  should: 

■  Enter  the  “Hold  Start”  date  (same  as  the  title  received  date) 

■  Set  the  “Hold  Agency”  pull-down  selection  field  to  the  “AR”  value 

■  Set  the  “Hold  Type”  pull-down  selection  field  to  the  “AMNESTY”  value 

■  Type  the  user’s  login  name  in  the  “Set  By”  field 

It  is  very  important  to  place  the  “AMNESTY”  hold  on  the  vehicle  because  this  hold  is 
used  to  make  the  vehicle  easier  to  find  for  Pier  70  staff  who  need  sell  the  vehicle  using  the 
title,  instead  of  a  lien  packet.  Secondly,  the  “AMNESTY”  hold  is  used  to  make  sure  that 
the  vehicle  is  omitted  from  the  deficiency  collections  process.  This  specific  hold  type 
value  is  used  by  AutoRetum’s  accounting  staff  to  identify  vehicles  that  should  not  be 
submitted  to  the  Rickenbacker  Group  for  collections  purposes. 

NOTE:  In  the  case  of  a  title  being  surrendered  for  a  vehicle  that  is  on  investigative 
hold  (or  AR  MGMT  hold),  then  the  investigative  hold  should  continue  to  be  the 
primary  hold.  The  “AMNESTY”  (when  the  amnesty  payment  is  made)  hold 
information  should  be  placed  into  the  “Hold  Comments”  area.  In  the  case  of  non- 
investigative  (administrative)  holds,  the  AMNESTY  hold  should  become  the  primary 
hold  selected  using  the  pull-down  selection  field  and  the  other  hold  information 
should  be  moved  to  the  comments  area. 

Once  these  two  steps  are  completed,  the  DR  #  will  look  like  screen  image  below: 
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Figure  #  1  -  Surrendered  Title  Vehicle  with  “ AMNESTY ”  Hold: 


3 .  Use  “Copy  CaH  ”  to  Create  a  Duplicate  DR  #  -  After  entering  the  title  received  date  and 
putting  the  “AMESTY”  hold  on  the  vehicle,  a  duplicate  entry  should  be  created  in  the 
system.  To  do  this,  select  the  Utilities  Copy  Call  menu  option.  This  will  copy  the 
essential  vehicle  information  into  a  blank  DR  #  entry.  Prior  to  saving  the  entry  the  user 
should  perform  the  following: 

"  Select  the  “Account”  value  of  “AR” 

■  Select  the  “Reason”  value  of  “TITLE-AMNESTY” 

After  selecting  the  account  and  reason  values,  the  user  can  click  on  the  “Save”  button  to  save 
the  entry.  The  entry  will  automatically  fill  in  the  DR  #  and  the  current  date  as  the  tow  date. 
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4.  Complete  the  Tow  Entry  -  After  saving  the  new  DR  #  entry,  the  user  should  complete  the 
tow  entry  by  entering  the  following  data  on  the  Call  Worksheet  -  Log  tab: 

*  Select  the  “Driver”  value  of  “UNKNOWN” 

-  Select  the  “Truck”  value  of  “UNKNOWN” 

■  Click  on  the  “Dispatched”  button  to  enter  the  dispatched  date  and  time 

*  Click  on  the  “Complete”  button  to  enter  the  completed  date  and  time 

Once  these  two  steps  are  completed,  the  DR  #  will  look  like  the  following  screen  image. 


Figure  #2  -  Duplicate  DR  #  Entry  for  Amnesty  Payment  Processing  —  Completed  Tow: 
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5.  Process  the  Amnesty  Payment  -  After  completing  the  tow,  the  user  can  proceed  to 
processing  the  amnesty  payment.  The  user  needs  to  go  to  the  Call  Worksheet  -  Invoice 
tab  and  complete  the  following  actions: 

■  Enter  the  “-$-Amnesty  Payment”  service  price  item  as  the  lone  entry  in  the  list  of 
services.  The  amount  should  be  based  on  the  documented  amnesty  payment  schedule. 

•  Create  the  invoice  using  the  “Bill  To”  owner  type  and  entering  all  the  relevant 
information  for  the  vehicle  owner  (typically  done  by  swiping  the  driver’s  license). 

*  Apply  the  amnesty  payment  to  complete  the  invoice,  printing  one  copy  for  the 
customer  and  retaining  one  copy  for  AutoRetum’s  records. 

■  The  vehicle  status  will  be  “INVOICED”  and  the  invoice  should  be  stamped  to  indicate 
that  the  invoice  is  not  valid  for  vehicle  release. 

Once  the  invoice  has  been  created  and  the  amnesty  payment  has  been  processed,  the  DR  # 
will  look  like  the  following  screen  image. 

Figure  #  3  —  Duplicate  DR  #  Entry  for  Amnesty  Payment  Processing  —  Invoiced: 
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The  amnesty  payment  invoice  will  look  like  the  following  example. 

Figure  #4-  Duplicate  DR  #  Entry  for  Amnesty  Payment  Processing  -  Sample  Invoice: 
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3.2  Pre-Collect  Letter 

If  the  customer  refuses  the  Amnesty  alternative  and: 

a.  does  not  pay  their  fees; 

b.  the  lien  process  is  completed  AND 

c.  the  vehicle  is  disposed  of 

then  the  customer  will  receive  one  more  opportunity  to  clear  the  deficiency  claim.  The  customer  will 
receive  a  “Pre-Collection”  letter  giving  them  three  payment  alternatives. 

A  sample  Pre-Collect  letter  is  below: 


Ffftti  uftknwn  Pegs  212  Date  11W2005122658PM 


490  7 ASM 

San  FrancaooCa  MlOa 


Avium  Sm  vlcv  AvquvMd 


TEST  NAME 

1ADDAES9  ST 
A00A2 

CITV.ST  12M6-e7« 


AutO 

~Return 

ltd 

4S0nh  6SeM 
3*n  Francisco  Ca  $4103 


Our  Reference Number:  MI7 
Account  Norrtw;  Ml9 
$000 


ATTENTION  REGISTERED  OWNS):  YOUR  CREDIT  MAY  BE  AFFECTED 

Coitoma  Cnrfl  codo  Section  3088.2  Metes  tout  IN*  rcgoiered  mwwar  lb  liable  tor  the  tola'  qti  urges, 
inckKfira  Vjwirg  storage,  transfer,  Ion  ana  other  iocs.  lo«  tog  Amount  roeorvod  Irort  the  sa  e  or  too 
VeWctar 

You  dot  rot  rcdaim  your  vehicle  prtor  to  $ato  and  you  ore  lobto  to  ua  lor  iho  accumulated 
cnaigcs  ot  $000  related  to  too  lowng  Storage,  transfer.  lion  and  otner  f coo  tea*  too  amount  wo 

received  1mm  the  seto  cl  'ive  veadedrso  w,  reofewniiny  ntfsfiettricy  ctolm  el  SOW.  vve  wt  i  reier 

«ir  tfeHotficy  tfaUn  to  a  collection  »g»jncy  a  you  (to  not  act  Wiltun  10  days  titan  llw  data  nt  tototefior 
Paymew  AirwruiitvnAj 

1.  it  too  restored  owner  pays  gs$o  00  wo  will  wnfeeour  ontuo  data  eroy  cant 

2.  U  toe  r^ftarod  flwnar  pays  us $f)  00  find  nnrnes  to  sign  a1*!  pay  jtn  inhwftst-lrfto  t2-monln 
payment  pfafl  QQuearrienl  fci  dto  regain  ng  $0  GO  tor  a  rrentoty  payment  of  $300  wo  wdl 
waive  our  crime  deficiency  claim. 

&  ir  too  register  od  owner  nmnos  to  r,ign  and  pay  on  I0*t  Vitoresf  poyrnnil  pfan  oVfr  a  12  nipnlh 
paymoni  lerm  tor  a  mpwity  payment  of  $0  00  tor  mo  n<j*l  1?  months  we  wtfr  waivoour  wive 
de'iooncy  ctam 

PROTECT  YOUR  CREDIT  8TANDING  AND  ACT  NOW!  You  miMt  act  wlhM  1 0  days  from  tha  data  of 
this  Mot. 

If  you  would  hbp  to  uccwtl  Peyrwtil  Altumaliva  ft.  than  please  fcnng  to  o'  mnl  ypj’  pfiyment  along 
mth  toe  uftnehed  paperwork  tor  Ihia  vehicle  to  ton  address  shown  ebovo  11  yoj  would  U.c  to  accept 
Payment  A'tomutivp  *2  or  fj,  then  ptoasu  Eitoiacl  i»  at  i  t5  $55  9200  end  ash  lor  toe  ^pdfisor  o« 
duty  It  you  do  not  wish  to  Accept  any  el  these  paympni  a  iei'nattvfls.  a'to  you  am  toe  T^sponsjbio 
party,  then  you  will  bo  loceMng  a  colection  nei^e  end  your  cr«JU  Manama  may  He  affect*,! 


THIS  COMMUNICATION  13  FROM  A  DEBT  COLLECTOR 


I  Ah.U  t  Aiilv  >i4i1i  mu  |dw  toiv^h 

TV  tfHclr  a4)  axj 

Q  VU.T  h  >4>]  hrt)  ^ 

»ni  UKw  Jb  irfr+r.XLf  iV’t  hftlw 

[krww  |  mtwYb 


. Jtipii,, 

k  ‘  J  - - - 

«  dw  ttUitxvi  4w 

□  cr  RflMdtj  iWAtr  P«l> 


as. 


|R|<^HHaK?N««^E=ta£&5iEi io't, tit’ll y-jCTi  I  W^U^IiIiIii 

^^SjaaKwecaaggc^Maeg^giasiCTB^saa: 


ilShkltfiac 


TH»*  fM  wn  racvivid  by  GFI  FAXmahvi  flu  urw  For  more  inform* lion,  curt  httpTNmwgfi  com 
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The  customer  must  respond  and  sign  an  agreement  before  the  10  day  deadline  which  starts  on  the  date 
of  the  letter.  There  will  be  no  exceptions  to  this.  If  they  miss  the  10-day  deadline,  the  deficiency 
claim  will  be  turned  over  to  Rickenbacker  who  will  treat  this  as  a  collection  item. 

The  payment  alternatives  clearly  spell  out  the  money  due  and  in  what  intervals.  If  a  customer  selects 
option  #2  or  option  #3,  they  must  come  in  to  the  Customer  Service  Center  to  sign  an  agreement. 

When  the  customer  comes  in,  the  supervisor  working  with  the  customer  will  use  this  template  to 
process  the  payment  agreement:  H:\Cuslomer  ScmceVDeficiencv  Claims\Comm.unications  to 
Gusto  mcrs\Pvmi  Agreement  Template  -  Pre  Collect  Letter.doc. 

The  customer  must  sign  the  agreement.  AutoRetum  keeps  the  original  and  gives  a  copy  to  the 
customer.  The  original  should  then  be  forwarded  to  Accounting. 

3.3  Rickenbacker  Collections 

If  the  customer  refuses  the  Amnesty  alternative,  the  Pre-Collect  option,  and: 

1 .  does  not  pay  their  fees; 

2.  the  lien  process  is  completed  AND 

3.  the  vehicle  is  disposed  of 

then  the  lien  deficiency  claim  is  forwarded  to  Rickenbacker  who  will  pursue  collection. 


3.4  Accounting  Process  for  Deficiency  Claims 

For  informational  purposes,  the  following  process  is  done  by  Accounting  to  determine  the  deficiency 
claim: 


A)  Does  the  total  of  fees  incurred  from  the  date  of  tow  through 

the  earlier  of  - 1)  the  lien  clear  date  or  2)  turning  over  the  title  to 

AutoRetum  -  exceed  the  disposal  price  received  for  the  vehicle? 

If  A  = 

Yes,  Go  to  B 

No,  stop.  No 

deficiency 

claim 

B)  Phase  1  -  identify  the  legal  owners  and  incorporate  into  the 

data  file  that  will  be  sent  to  The  Rickenbacker  Group.  Is  the 

recipient  a  legal  owner? 

If  B  = 

Yes,  Go  to  F 

No,  go  to  Step 

C 

C)  The  Rickenbacker  Group  to  send  "Letter  2"  with  a  10-day 

response  period  (including  description  of  the  process  to  deal  with 

people  who  sent  in  release  of  liability  or  can  prove  they  are  not 

the  responsible  party)  that  will  communicate  the  customer's 

ability  to  relieve  the  entire  deficiency  through  two  potential 

courses  of  action  -  Go  to  Step  D. 

C-l)  Paying  80%  of  the 

total  deficiency  amount. 

C-2)  Making  a  60%  deposit 

of  the  entire  deficiency 

amount  and  entering  into  an 

interest-free  payment  plan 

for  the  entire  defiency 

claim. 
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C-3)  Entering  into  a 

payment  plan  for  the  entire 

defiency  claim  and  making 

a  set  principal  and  interest 

payment  for  the  entire 

deficiency  amount  based  on 

a  12  month  amortization 

schedule. 

D)  Did  the  customer  accept  any  of  the  three  alternatives  in  C-l, 

C-2  or  C-3  within  the  timeframe  provided  in  Letter  2? 

If  D  = 

Yes, 

Complete 

No,  Go  to  Step 

E 

E)  Has  the  customer  raised  any  issues  that  The  Rickenbacker 

Group  believe  warrant  AutoRetum's  attention? 

IfE  = 

Yes,  refer 

case  back  to 

AutoRetum 

No,  Go  to  Step 

F 

F)  The  Rickenbacker  Group  to  send  "Letter  3"  to  customer  with 

specific  formats  by  vehicle  type  (lien  I/II/JII  and  Regular/Type 

II/Type  V) ,  including  description  of  process  to  deal  with  people 

who  sent  in  release  of  liability  or  can  prove  they  are  not  the 

responsible  party. 

G)  Quality  Assurance  Team  completes  work  on  a  Property  Claim 

or  an  Opposition.  Does  AutoRetum  wish  to  send  the  vehicle 

through  the  above  process? 

If  G  = 

Yes,  Go  to  A 

No,  Stop  -  no 

deficiency 

Claim 

3.5  Deficiency  Claim  Exception  Processes 
There  are  situations  in  which  a  customer  has  received 
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4  Owner  Requested  Tows 


4.1  Owner  Requested  Tow  Out 

Customers  may  request  that  we  dispatch  a  tow  truck  to  remove  their  vehicle  from  our  storage  lot.  This 
was  previously  known  as  Second  Tow.  When  the  customer  is  present  at  the  window,  explain  to  them 
the  charges  and  the  process  so  they  understand  that  this  will  be  an  extra  charge.  Important  points  to 
remember: 

— >  Owner  Requested  Tow  Out  -  $80 

— >  Extra  miles  outside  of  San  Francisco  city  limits  -  $5  per  mile 
— >  Pier  70  closes  at  5pm,  so  no  O/R  Tows  can  be  accepted  after  4pm 
-»  Dispatch  of  tow  truck  may  take  up  to  45  minutes 

1)  When  customer  requests  tow  back,  pull  up  the  record  in  DTS 

2)  If  this  is  done  at  the  time  of  release,  follow  normal  release  procedures  (see  section  on  Releasing 
Vehicles  in  DTS) 

3)  Verify  information  with  customer,  including  extra  charges  and  estimated  time 

4)  After  adding  normal  service  charges  (tow  fee,  storage,  etc),  select  Service/Billing  option: 

o  $80  Tow  Out 

5)  Call  Dispatch  and  ask  the  mileage  to  the  destination.  Dispatch  will  provide  you  with  the  total 
miles  to  multiply  by  $5  to  get  the  total  charge  (they  subtract  5  miles  for  city  limits). 

o  Note  that  if  the  destination  is  outside  the  Bay  Area,  Dispatch  will  request  authorization 
from  Management  to  tow.  In  these  cases,  the  tow  charge  will  be  a  per  hour  charge. 
Dispatch  or  Management  will  provide  the  exact  dollar  amount  to  charge. 

6)  Add  the  mileage  charge  in  as  an  Adjustment  from  Service/Billing  Option 

7)  Process  the  invoice  as  usual 

8)  Fill  out  the  Owner  Requested  Tow  Out  Information  Form 

9)  Fax  to  Dispatch  and  follow-up  with  the  radio  to  make  sure  they  received  it 

10)  Finalize  invoice  with  customer 

11)  Save  the  DTS  call. 
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4.2  Owner  Requested  Service  Call 

Please  be  aware  that  these  transactions  usually  take  place  when  the  customer  is  with  the  Tow  Truck 
Operator.  Therefore,  please  process  these  as  quickly  as  possible.  This  is  especially  important  since 
often  times  the  address  the  customer  gives  is  not  the  billing  address.  In  this  case,  we  need  to  ensure 
we  get  the  correct  address  in  order  to  charge  and  get  the  authorization  number.  In  addition,  sometimes 
we  need  to  charge  miles.  This  may  have  to  be  done  in  a  2nd  transaction  once  the  TTO  has  confirmed 
the  number  of  miles. 

1)  Dispatch  radios  in  the  request  to  Customer  Service  and  faxes  over  the  form  with  the  information 
about  the  customer 

2)  Pull  up  the  record  in  DTS 

3)  Take  the  call  out  of  storage  and  save 

4)  Enter  the  information  found  on  the  Customer  Information  Form  (the  same  process  as  when  a 
customer  is  at  the  window) 

5)  Select  Service/Billing  option: 

a.  $55  Owner  Request  -  Service  Only 

6)  Process  the  credit/debit  card  in  the  processing  machine. 

a.  Note:  Please  do  not  do  Authorization  Only.  If  the  street  address  doesn’t  match,  VOID 
the  transaction.  If  this  happens,  please  have  Dispatch  relay  back  to  the  TTO  and 
customer  that  the  address  is  incorrect  and  cannot  be  charged.  Request  them  to  verify 
their  BILLING  address.  You  will  need  the  correct  billing  address  to  charge. 

b.  Re-run  the  credit  card  if  a  new  address  is  relayed  to  you  by  Dispatch. 

c.  Once  approved/authorized,  let  Dispatch  know  the  charge  went  through. 

7)  Enter  the  credit/debit  card  information  collected  by  Dispatch  into  DTS 

a.  In  these  instances  (as  opposed  to  normal  processing  of  releases),  please  record  the  credit 
card  number  and  expiration  date  in  DTS. 

b.  Record  the  authorization  number  in  DTS 

8)  Save  the  DTS  call. 

4.3  Unattended  Tow 

These  tows  are  requested  by  a  customer  and  are  unrelated  to  DPT  or  SFPD  tows. 

These  tows  originate  outside  of  AutoRetum  and  end  somewhere  outside  AutoRetum. 

1)  Dispatch  radios  in  the  request  to  Customer  Service  and  faxes  over  the  form  with  the  information 
about  the  customer 

2)  Pull  up  the  record  in  DTS 

3)  Take  the  call  out  of  storage  and  save 
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4)  Enter  the  information  found  on  the  Customer  Information  Form  (the  same  process  as  when  a 
customer  is  at  the  window) 

5)  Select  Service/Billing  option: 

a.  $125  Tow  Back  -  Unattended 

6)  Process  the  credit/debit  card  in  the  processing  machine. 

a.  Note:  Please  do  not  do  Authorization  Only.  If  the  street  address  doesn’t  match,  VOID 
the  transaction.  If  this  happens,  please  have  Dispatch  relay  back  to  the  TTO  and 
customer  that  the  address  is  incorrect  and  cannot  be  charged.  Request  them  to  verify 
their  BILLING  address.  You  will  need  the  correct  billing  address  to  charge. 

b.  Re-run  the  credit  card  if  a  new  address  is  relayed  to  you  by  Dispatch. 

c.  Once  approved/authorized,  let  Dispatch  know  the  charge  went  through. 

7)  Enter  the  credit/debit  card  information  collected  by  Dispatch  into  DTS 

a.  In  these  instances  (as  opposed  to  normal  processing  of  releases),  please  record  the  credit 
card  number  and  expiration  date  in  DTS. 

b.  Record  the  authorization  number  in  DTS 

8)  Save  the  DTS  call. 
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5  Print  Screen  Shots _ 

5.1  How  To  Print  Screens  For  DTS  and  TIMS 

There  are  instances  in  which  a  customer  service  representative  needs  to  print  a  screen.  A  screen  print  is 
helpful  to  give  to  customers  who  need  to  get  a  Police  or  DPT  release  (it  gives  the  respective  department 
exact  vehicle  information)  and  is  helpful  internally  when  we  want  to  print  a  screen  for  various  reasons 
(such  as  for  training). 

->  Go  to  the  screen  you  want  to  print 

-»  Press  Ctrl  and  Print  Screen/SysRq  at  the  same  time  (Print  Screen/SysRq  is  located  above  the 
Insert  key).  This  captures  the  image. 

— >  Click  on  green  Start  icon  at  the  bottom  left  of  the  screen 

— >  Click  on  All  Programs  (or  just  move  the  mouse  over  the  words  -  the  menu  will  appear) 

— »  Click  on  Accessories 
— »  Click  on  Paint 
The  Paint  program  will  open 

— >  Press  Ctrl  and  the  letter  V  at  the  same  time.  This  puts  the  image  onto  the  Paint  screen. 

— >  Click  on  File 
— >  Click  on  Page  Setup 
A  pop-up  window  appears  labeled  Page  Setup 

— >  In  the  Orientation  section,  click  on  Landscape 

— >  In  the  Scaling  section,  next  to  Adjust  to:,  overwrite  the  number  100  with  70  (this  allows  it  to  fit 
on  the  page) 

->  Press  OK  (or  just  press  Enter  on  the  keyboard) 

To  print  the  image: 

-»  Click  on  File 
Click  on  Print 

-»  Indicate  how  many  copies  to  print  (or  just  leave  at  the  default  of  1) 

— >  Click  on  the  Print  button 
To  exit  the  program: 

— »  Click  the  red  X  in  the  upper  right  hand  comer. 

— »  When  it  asks  if  you  want  to  save  the  file,  click  on  No 


AutoRetum 


Proprietary  and  Confidential  to  AutoRetum 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


73 


CSD  Procedures  Manual 


6  Police  Hold  Reporting _ 

This  report  is  run  every  Monday  and  distributed  to  Room  415/440  (Inspector  Marcic) 

6.1  Open  the  most  recent  report  in  Excel: 

— >  H:/Reporting/Police  Holds 

— >  Open  the  latest  version  of  the  report  (AutoRetum  Police  Holds_2004-03-22thru  12-27) 

You  will  notice  two  tabs: 

— >  Hold  Summary  -  This  summarizes  all  of  the  categories  and  quantities  of  holds 
-»  Active  Holds  -  This  details  all  of  the  categories  and  quantities  of  holds. 

6.2  Run  The  Appropriate  Report  in  DTS 

Follow  these  instructions  to  run  report  from  DTS 
-»  Management 
-»■  Vehicle  Hold  List 
— >  Choose  date  of  3/22  to  current 

— >  Format  -  change  to  Excel 

— >  Preview 

Once  report  is  run,  you  will  see  an  option  to  Open,  Save,  or  Cancel  the  report. 

-»  Choose  Open 

— »  The  report  will  open  in  Excel  with  the  name  ReportProcess[l] 

6.3  Format  Report 

The  raw  data  from  DTS  will  need  to  be  formatted  and  copied/pasted  into  the  previous  version  to  maintain  the 
same  format  each  week. 

— >  Remove  the  first  3  rows  (which  contain  the  title  and  date  range  information) 

-»  Remove  the  column  labeled  Hold  Release 

->  Remove  the  first  two  columns  on  the  left  (these  contain  the  number  and  the  Call  Number  - 
unnecessary  information) 

— >  Grab  the  first  left  columns  at  the  top  and  scroll  across  to  capture  all  columns 

->  Copy 

-»  Paste  into  previous  version,  tab  Active  Holds.  Ensure  you  copy  over  all  of  the  old  data  (this 
is  ensured  by  verifying  you  have  the  exact  same  number  of  columns  on  the  ReportProcess[l] 
file  as  the  previous  version).  Formula  is:  =SUBTOTAL(  103,  columns) 

-»  View  Header/Footer  and  change  the  left  and  right  headers  to  the  appropriate  date 

-»  Save  the  file  as  a  new  version  (simply  changing  the  date  to  reflect  the  most  current  date  is 
appropriate) 
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6.4  Summarize  Report  Data 

-»  Subtotal  the  Hold  Type  column.  This  number  should  match  the  “Proof’  number  on  the  first 
tab 

-»  Sort  the  Hold  Types 

-»  Hide  the  following  Types  (PD  does  not  need  to  see  these  types): 
o  STOP 
o  TR  ADMIN 
o  ARMGMT 
o  OPPOSITION 


6.5  Print  Reports 


Print  the  reports  for  distribution  on  Mondays 

— »  Print  the  first  tab  (it  should  be  formatted  to  print  all  but  the  “Proof’  formula 

— »  Print  the  second  tab  (with  the  appropriate  Types  hidden) 
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7  Tow  Slip  Scanning 


Tow  slips  are  scanned  to  have  an  electronic  record  that  is  indexed  and  searchable.  These  records  are 
accessible  to  AutoRetum  as  well  as  DPT  and  SFPD. 

To  scan: 

1 .  Open  Canon  MF  Toolbox 

2.  Save 

3.  Verify  and/or  Set  Settings: 

a.  Scan  Mode:  Color 

b.  Image  Quality:  300  dpi 

4.  Click  the  box  next  to  “Use  Scanner  Driver  to  Make  Advanced  Settings” 

5.  Save  Scanned  Image  to:  C:\Scanned  Tow  Slips\ 

6.  File  Name:  (first  6  digits  of  DR  #- also  known  as  the  date) 

7.  Click  the  box  next  to  “Save  pictures  to  a  subfolder  with  current  date 

8.  Start 

a.  Output  Size:  Flexible  photo 

b.  Select  Document  Type:  Document  (Color)  ADF 

9.  Put  a  small  pile  of  tow  slips  in  the  scanner,  top  end  in  first,  face  up. 

a.  Watch  to  ensure  the  paper  is  straight  and  does  not  have  large  creases  to  prevent  a  smooth 
scan 

b.  Ensure  the  guides  are  close  to  the  edges  of  the  paper 

10.  After  scanning  a  day’s  worth  of  slips,  move  file  to  the  H  Drive  with  the  same  folder  name: 
H:\Scanned  Tow  Slips\(date) 

After  scanning,  the  files  will  need  to  be  re-named  to  match  the  exact  DR  number. 

To  rename: 

1 .  Click  on  Scanned  Slips  View  (C  Drive) 

2.  Menu 

a.  Open  Folder  (H:\Scanned  Tow  Slips) 

3.  Select  the  folder  containing  the  files  to  be  renamed 

4.  File  Prop:  (last  4  digits  of  DR#) 

5.  Batch  Number:  (first  6  digits  of  DR#) 

Occasionally,  the  paper  will  jam  in  the  scanner.  In  these  situations: 

1 .  Gently  remove  the  paper  from  the  feeder 

2.  View  the  scanned  images  and  delete  the  one  with  the  jammed  tow  slip  -  it’s  usually  a  smeary  or 
blurry  image 

3.  Reload  the  tow  slips  and  re-start  scanner  as  instructed  above 
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8  Title  Acceptance 


8.1  General  Title  Acceptance 

When  receiving  a  title  from  a  customer  please  follow  these  steps  to  assure  that  AutoRetum  receives  proper 
documentation: 

1.  Get  a  blank  Vehicle/Vessel  Transfer  and  Reassignment  Form  (DMV  Reg.  262  -  EXAMPLE  1) 

2.  Have  the  Registered  Owner  (R/O)  fill  in  the  complete  VIN,  Year  Model,  and  Make  at  the  top  of 
the  Reg.  262  form  (EXAMPLE  1). 

3.  Ask  owner  to  please  print  their  name  in  the  designated  areas  (EXAMPLE  1)  of  the  Bill  of  Sale  and 
Power  of  Attorney  sections  ONLY  of  the  Reg.  262  form.  Leave  “Selling  Price”  and  “Gift  Value” 
sections  blank. 


EXAMPLE  1  -  REG.  262  “Bill  of  Sale  and  Power  of  Attorney” 


0 


Enter  the  complete  VIN,  Year  Model, 
and  Make 


VEHICLE/VESSEL  TRANSFER  AND  REASSIGNMENT  FORM 

COPIES  NOT  ACCEPTED 

WIOACf  C1E  (MM  I 


Ask  owner  to  please  print  their  name 
in  the  designated  areas  of  the  Bill  of 
Sale  and  Power  of  Attorney  sections 
of  the  Reg.  262  form.  Leave  “Selling 
Price”  and  “Gift  Value”  sections 
blank. 
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4.  Compare  title  information  to  Reg.  262  and  data  in  DTS  (EXAMPLE  2) 

EXAMPLE  2  -  CALIFORNIA  TITLE  (FRONT) 


a.  Check  title  VIN,  Year,  Make,  against  data  in  DTS 

b.  Verify  signature  of  ALL  registered  owners  (unless  the  names  are  separated  by  the  word  “or”)  are  on 
the  proper  line.  In  this  example,  ownership  can  only  be  released  if  the  title  is  signed  by  both  John  and 
Jane  Smith  on  lines  la  and  lb. 

c.  Verify  that  L/O  (Lienholder/Legal  Owner)  signature  is  on  the  proper  line  (if  applicable). 

d.  Ask  the  R/O  to  sign  the  “Transferor/Seller”  line  of  the  Odometer  Disclosure  on  the  face  of  the  title, 
but  have  them  leave  “The  odometer  now  reads”  section  blank. 


^jiphqbilc 
'JlHLtumSPiiOl  Uft 


JKLte5* 

run.  nMMffftMn  name  emaonwn 

6  iti/ifl/OM  **)?  ii/ao/aooj 
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umiuhii  crown*  madm 
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Smith  John/Jane 
450  7*  St.. 

'fian  Francisco,  CA 


Bank  of  San  Francisco 
570  6"'  Street. 

San  Francisco,  CA  94111 


CA82649549 


01S03L 


5.  Verify  that  you  have  the  signatures  of  ALL  Registered  Owners  (unless  names  are  separated  by  the 
word  “or”)  and  that  they  are  on  the  proper  lines  (EXAMPLE  2).  DO  NOT  USE  HIGHLIGHTERS 
ON  SIGNATURE  SECTIONS 

6.  Verify  that  L/O  (Lienholder/Legal  Owner)  signature  is  on  the  proper  line  (if  applicable).  R/O’s 
CANNOT  sign  the  lienholders  release  section,  even  if  there  isn’t  one  shown.  This  can  only  be 
done  by  a  representative  of  the  L/O  (i.e.  bank,  finance  company,  credit  union).  If  a  signature  is  on 
the  wrong  line,  a  Statement  of  Error/Erasure  (EXAMPLE  3)  must  be  completed  by  the  party  who 
made  the  error  (R/O  or  L/O). 
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EXAMPLE  3  -  Statement  of  Error  or  Erasure 


STATEMENT  TO  RECORD  OWNERSHIP 
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STATEMENT  OF  ERROR  OR  ERASURE 
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7.  Verify  that  the  R/O  has  signed  the  “Transferor/Seller”  line  of  the  Odometer  Disclosure  on  the  face 
of  the  title,  but  have  them  leave  “The  odometer  now  reads”  section  blank  (EXAMPLE  2)  so  that  it 
can  be  accurately  recorded  by  a  member  of  the  AutoRetum  staff  after  a  physical  check  (if  the 
owner  tries  to  guess,  they  will  most  often  be  wrong,  and  it  will  create  unnecessary  Stops/delays  at 
DMV  for  our  buyer  due  to  the  conflicting  information). 
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8.  If  the  current  R/O’s  name  is  NOT  the  same  as  the  R/O  on  the  front  of  title,  steps  5  and  6  still  apply 
for  the  R/O  shown  on  the  title.  The  current  R/O  must  then  complete  the  back  of  the  title 
(EXAMPLE  4)  as  the  new  R/O,  and  complete  a  Reg.  262  as  described.in  steps  2  and  3. 
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EXAMPLE  4  -  CALIFORNIA  TITLE  (BACK) 


0  If  the  current  R/O’s  name  is  NOT  on 

front  of  title,  they  must  complete  the 
back  of  the  title  as  the  new  R/O,  and 
complete  a  Reg.  262. 
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In  the  absence  of  a  title,  the  R/O  can  submit  the  Notice  of  Pending  Lien  Sale  which  is  sent  from  our 
lien  service  (Pat’s  Lien  Service).  This  can  be  used  in  place  of  the  title.  Follow  the  same  steps  as 
above  to  fill  in  the  Reg.  262.  If  the  R/O  does  not  have  this  document  either,  then  the  R/O  should  go  to 
DMV  to  request  a  printout  showing  them  as  the  R/O,  and  provide  AutoRetum  with  a  signed 
application  for  duplicate  title,  Reg.  262,  and  Lien  Satisfied  (if  L/O  is  shown).  Note  that  this  does  not 
apply  to  an  “Interested  Party”  listed  on  the  Notice  of  Pending  Lien  Sale  document.  This  person  would 
need  to  provide  a  properly  released  title  or  bill  of  sale  from  the  R/O  as  proof  of  ownership. 

Please  note  that  there  are  several  older  versions  of  California  titles  and  out  of  state  titles  all  look 
different.  In  each  case  certain  sections  may  appear  in  different  areas  or  be  absent  all  together.  Please 
seek  the  assistance  of  your  supervisor  in  these  cases  to  assure  that  we  collect  all  of  the  necessary  data. 

8.2  Deficiency  Claim  Title  Acceptance 

When  the  title  is  received  and  the  vehicle  owner  chooses  not  to  accept  AutoRetum  amnesty 
program  terms,  the  user  should  simply  enter  the  “Title  Received”  date  into  DTS  and  then 
accept  the  title.  The  CSD  representative  should  advise  the  customer  of  AutoRetum’s 
collections  process  and  that  they  will  be  responsible  for  the  Deficiency  Claim  (see  Deficiency 
Claim  section).  The  customer  should  be  advised  that  all  towing  charges,  applicable  lien  fees, 
and  any  storage  charges  through  the  title  received  date  are  still  owed.  While  AutoRetum  is 
obligated  by  DMV  to  accept  the  surrendered  title  under  any  circumstances,  this  does  not 


AutoRetum 


Proprietary  and  Confidential  to  AutoRetum 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


81 


CSD  Procedures  Manual 


waive  AutoRetum’s  right  to  purse  the  collection  of  outstanding  fees.  Any  fees  that  are  not 
covered  by  the  proceeds  of  the  sale  of  the  vehicle  are  subject  to  collections. 

In  the  situation  where  the  customer  does  not  choose  to  make  the  amnesty  payment,  only  two 
steps  are  required: 

1 .  Document  the  Title  ReceivedDate  -  After  locating  the  original  DR  #  entry  in  the  system, 
the  user  should  go  to  the  Call  Worksheet  -  Storage  tab  and  enter  the  date  the  title  is  being 
surrendered  into  the  “Title  Received”  field. 

2.  Place  the  Vehicle  on  Title  Hold  -  The  user  should  go  to  the  Call  Worksheet  -  Storage  Tab 
-  Vehicle  Hold  section  and  place  the  vehicle  on  “TITLE  VHCL”  hold.  To  do  this  the  user 
should: 

■  Enter  the  “Hold  Start”  date  (same  as  the  title  received  date) 

■  Set  the  “Hold  Agency”  pull-down  selection  field  to  the  “AR”  value 

■  Set  the  “Hold  Type”  pull-down  selection  field  to  the  “TITLE  VHCL”  value 
*  Type  the  user’s  login  name  in  the  “Set  By”  field 

It  is  very  important  to  place  the  “TITLE  VHCL”  hold  on  the  vehicle  because  this  hold  is  used 
to  make  the  vehicle  easier  to  find  for  Pier  70  staff  who  need  sell  the  vehicle  using  the  title, 
instead  of  a  lien  packet.  Secondly,  the  “TITLE  VHCL”  hold  is  used  to  make  sure  that  the 
vehicle  is  included  in  the  deficiency  collections  process.  This  specific  hold  type  value  is  used 
by  AutoRetum’s  accounting  staff  to  identify  surrendered  title  vehicles  that  should  be 
submitted  to  the  Rickenbacker  Group  for  collections  purposes. 


NOTE:  In  the  case  of  a  title  being  surrendered  for  a  vehicle  that  is  on  investigative 
hold  (or  AR  MGMT  hold),  then  the  investigative  hold  should  continue  to  be  the 
primary  hold.  The  “TITLE  VHCL”  (when  no  amnesty  payment  is  made)  hold 
information  should  be  placed  into  the  “Hold  Comments”  area.  In  the  case  of  non- 
investigative  (administrative)  holds,  the  TITLE  VHCL  hold  should  become  the 
primary  hold  selected  using  the  pull-down  selection  field  and  the  other  hold 
information  should  be  moved  to  the  comments  area. 


Once  these  two  steps  are  completed,  the  DR  #  will  look  like  screen  image  below: 
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Figure  #5  -  Surrendered  Title  Vehicle  with  "TITLE  VHCL  ”  Hold: 
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Appendix  P:  AutoReturn  Complaints  and  Claims  Manual 


AutoRetum’s  complaint  and  claim  resolution  processes  are  thoroughly  documented  in  the  “AutoReturn 
Claim  &  Complaint  Manual”  that  is  being  provided  in  this  appendix.  Upon  Contract  award  and  prior 
to  the  launch  of  the  AutoReturn  Chicago  operations,  this  manual  will  be  adapted  to  the  specific  needs 
of  the  complaint  and  claim  resolutions  processes  that  are  best  suited  for  the  Chicago  operations.  The 
initial  draft  of  the  Chicago-specific  process  will  be  provided  to  the  Chicago  contract  administrators  for 
feedback  and  comments  before  finalizing  the  document  for  operational  purposes.  It  is  anticipated  that 
the  policies  and  procedures  for  AutoReturn  will  not  differ  substantially  from  those  in  San  Francisco. 
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1  Complaints _ 

1.1  Summary 

AutoRetum  is  committed  to  superior  customer  service.  With  this  in  mind,  we  encourage  feedback 
from  customers  to  help  us  improve  our  service. 

1.2  Process 

All  feedback  forms  are  pre-addressed  and  pre-stamped.  Customers  can  request  a  form  in  person,  via 
e-mail,  via  regular  mail  and  they  may  also  fill  one  out  online  at  www.aulQnsluavcom.  See  Attachment 
A  for  a  sample  Feedback  Form. 

All  customers  will  receive  a  response  to  their  feedback  within  five  (5)  business  days. 

All  customers  who  submit  a  feedback  form  will  receive  a  response  sent  in  the  same  manner  in  which 
the  form  was  received  when  possible,  such  as  with  e-mail  and  regular  mail.  If  the  customer  has 
provided  feedback  by  phone,  the  conversation  will  be  documented. 

1.3  Reporting 

Tracking  of  the  feedback  will  be  entered  by  Customer  Service  into  a  report  maintained  by  the  QA 
Department.  A  sample  of  the  report  is  found  in  Attachment  C. 
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2  Claims 


2.1  Summary 

AutoRetum  will  strive  to  minimize  the  possibility  of  claims  for  property  or  damage.  However,  in  the 
event  that  either  damage  or  property  loss  occurs,  AutoRetum  Quality  Assurance  (QA/Claims)  staff 
will  ensure  an  expedited  and  fair  process  for  handling  all  claims. 

2.2  Damage  Claims 

Damage  claims  will  be  processed  according  to  the  storage  lot  location.  The  processes  are  not 
fundamentally  different,  but  are  based  on  the  unique  characteristics  of  each  lot. 

2.2.1  Short  Term  Storage  Lot 

After  a  customer  has  presented  their  PAID  invoice  and  has  viewed  and  inspected  the  vehicle,  they  may 
wish  to  file  a  claim.  Once  the  customer  requests  the  form: 

1 .  Storage  Specialist  (SS)  gives  the  customer  a  claim  form. 

2.  Upon  completion  of  the  form,  the  SS  checks  to  make  sure  the  customer’s  complete  address 
and  daytime  contact  phone  numbers  are  included. 

3.  SS  contacts  QA  for  an  inspection  (*see  Inspection  section)  of  the  damage  or  property  loss.  If 
a  rep  is  available,  rep  will  come  on-site  to  view  vehicle.  If  a  rep  is  not  available,  the  SS  or  on¬ 
site  supervisor  will  conduct  viewing. 

4.  If  the  tow  slip  is  readily  available,  QA/SS  will  compare  the  damage  claim  against  pre-tow 
inventory. 

5.  If  damage  claimed  by  the  customer  is  described  on  the  pre-tow  inventory,  QA  will  deny  claim 
and  provide  the  customer  with  a  copy  of  the  tow  slip  if  requested.  If  QA  is  not  on-site,  QA 
will  follow  up  with  customer  after  a  review  of  claim  and  inventory. 

6.  Once  the  claim  form  is  completed  by  the  customer,  QA/SS  gives  the  yellow  copy  to  the 
customer,  pointing  out  AutoRetum  QA  contact  information.  QA  advises  the  customer  that 
they  will  be  contacted  within  5  business  days  or  less  with  a  resolution. 

7.  If  QA  was  not  available  and  SS  handled  claim,  SS  will  place  the  completed  claim  form  and 
any  related  documents  (receipt,  AutoRetum  inventory,  tow  slip)  in  QA  in-basket  inside 
dispatch  area. 

2.2.2  Long  Term  Storage  Lot 

After  a  customer  has  presented  their  PAID  invoice  and  has  viewed  and  inspected  the  vehicle,  they  may 
wish  to  file  a  claim.  Once  the  customer  requests  the  form: 

1.  Storage  Specialist  (SS)  gives  the  customer  a  claim  form. 

2.  Upon  completion  of  the  form,  the  SS  checks  to  make  sure  the  customer’s  complete  address 
and  daytime  contact  phone  numbers  are  included. 

3.  SS  performs  inspection  (*see  inspection  section)  of  the  damage  or  property  loss  and 
photographs  the  customer’s  noted  areas  of  damage. 

4.  If  vehicle  damage  is  serious  and/or  vehicle  is  not  driveable,  SS  should  contact  Quality 
Assurance.  If  QA  is  available,  a  representative  will  come  on  site  to  inspect  the  damage. 
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5.  If  the  tow  slip  is  readily  available,  QA  will  compare  the  damage  claim  against  pre-tow 
inventory 

6.  If  damage  claimed  by  customer  is  described  on  pre-tow  inventory,  QA  will  deny  claim  and 
provide  the  customer  with  a  copy  of  the  tow  slip  if  requested.  If  QA  is  not  on-site,  QA  will 
follow  up  with  customer  after  a  review  of  claim  and  inventory. 

7.  Once  the  claim  form  is  completed  by  the  customer,  the  AutoRetum  representative  will  give 
the  yellow  copy  to  the  customer,  pointing  out  AutoRetum  QA  contact  information.  The 
representative  will  advise  the  customer  that  they  will  be  contacted  within  five  (5)  business 
days  or  less  with  a  resolution. 

8.  If  QA  staff  was  not  on  site,  Pier  70  administrative  staff  should  fax  the  completed  claim  form 
and  any  related  documents  (receipt,  AR  inventory,  tow  slip)  to  the  QA  Department  (551-1499) 
and  place  original  documents  in  the  outgoing  (internal)  mail  for  delivery  to  Claims 
Department. 

2.2.3  Quality  Assurance 

Quality  Assurance  is  responsible  for  reviewing  all  new  claims  to  determine  urgency  in  handling. 
Claims  that  may  render  a  vehicle  non-operable  are  high  priority.  Irate  customers  also  may  receive 
priority  depending  on  nature  of  claim.  QA  will  process  all  other  claims  in  the  order  received  based  on 
the  date  the  claim  was  placed. 

2.2.3.1  To  Initiate  A  Claim: 

1 .  Assign  claim  number 

2.  Print  DTS  storage  information 

3.  Create  file 

4.  Obtain  tow  inventories 

5.  Compare  damage  claimed  with  pre-tow  and  AR  inventory 

6.  Contact  customer  to  inform  them  that  a  claim  has  been  started  and  give  them  the  claim  number. 

QA  will  document  all  the  steps  taken  in  claim  file  notes.  When  documenting  a  claim,  QA  will  ensure 
that  the  date  and  time  of  all  communication  and  the  representative’s  initials  are  included. 

2.2.3.2  To  Process  A  Claim: 

1 .  If  damage  claimed  matches  pre-tow  inventory,  deny  the  claim. 

2.  If  customer  rejects  denial,  offer  a  tow  re-enactment. 

3.  If  damage  is  not  described  on  the  pre-tow  inventory,  arrange  an  inspection  of  the  vehicle  at  the 
customer’s  earliest  convenience. 

4.  If  possible  and  or  applicable,  have  the  tow  company  present  at  damage  inspection. 

5.  If  the  customer  is  unable  to  participate  in  an  inspection,  advise  the  customer  to  take  photos  of  the 
vehicle  and  the  damage  for  the  QA  department  to  review.  Alternatively,  the  customer  may  have  an 
inspection  done  by  a  body  shop  or  their  insurance  company,  also  with  photos. 

If  vehicle  has  been  repaired  prior  to  AR  inspection/approval,  attempt  to  locate  damaged  parts  at 
the  shop  where  repair  was  done  so  we  may  determine  if  it  was  tow  related. 
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2.2.4  Inspections 

Inspections  are  generally  done  at  the  AutoRetum  storage  lot,  ideally  during  daylight  hours.  Inspections 
can  also  be  done  in  the  field  at  a  location  convenient  to  the  customer.  If  the  damage  claim  involves 
components  under  the  vehicle  (suspension,  etc.)  an  inspection  at  a  garage  with  a  hoist  may  be  needed. 
QA  will  arrange  for  the  car  to  be  ready  for  inspection  prior  to  the  appointment  time  if  preparations  are 
required  such  as  needing  to  be  on  a  hoist. 

2.2.4.1  Inspection  Process 

QA  will  visually  inspect  damage  and  adjacent  areas,  photograph  the  damage,  and  will  include  full 
views  of  the  vehicle.  The  data  will  include  the  license  plate  for  identification  purposes.  QA  will 
record  and  photograph  the  odometer  if  possible.  If  possible,  QA  should  photograph  damaged  area 
and  undamaged  area  to  compare . 

■  If  the  tow  company  is  present,  remind  them  that  they  are  there  as  observers  and  advise  them 
not  to  deny  a  claim  until  the  investigation  is  completed. 

*  If  conclusions  at  time  of  inspection  warrant  a  denial  of  the  claim,  deny  the  claim,  explaining 
the  basis  for  denial. 

*  If  further  investigation  is  needed,  thank  the  customer  for  taking  time  to  allow  an  inspection  and 
advise  customer  that  they  will  be  contacted  with  an  update  as  soon  as  possible. 

*  Examine  AutoRetum  video  if  possible  to  assist  in  making  final  determination  in  damage  claim. 
m  Arrange  tow  re-enactment  if  needed  for  final  damage  claim  determination. 

■  Inspect  location  of  tow  if  necessary. 

"  If  inspection  reveals  that  vehicle  sustained  damage  during  towing,  advise  tow  company  that 
they  may  be  responsible  for  the  repair  costs.  Inform  customer  that  their  claim  is  justified  and 
clarify  whether  the  entire  claim  is  justified,  or  only  a  portion  of  their  claim. 

*  If  inspection  indicates  damage  is  AutoRetum ’s  responsibility,  advise  the  customer.  Apologize 
for  the  damage,  explaining  that  it  was  an  accident,  and  that  AutoRetum  will  process  the  claim 
in  a  manner  that  minimizes  customer  inconvenience. 

2.2.5  Claim  Resolution 

If  claim  has  been  approved,  QA  will  inform  the  customer  of  options  for  repair: 

*  Have  car  repaired  at  an  AR  recommended  shop 

*  Have  car  repaired  at  shop  arranged  and  paid  for  by  the  tow  company  (if  applicable). 

*  Have  customer  obtain  a  verifiable  repair  estimate  for  repairs.  Ascertain  that  estimate  includes 
repairs  related  to  damage  claim  and  are  within  industry  standards. 

Once  the  repair  option  has  been  chosen,  QA  will  arrange  reimbursement  to  the  customer  for  the  repair 
costs. 

If  the  customer  requires  a  rental  vehicle,  refer  them  to  Enterprise  Rent-A-Car  and  provide  AutoRetum 
account  number.  Inform  the  customer  that  a  credit  card  deposit  is  required  by  the  rental  company  and 
that  AutoRetum  is  not  responsible  for  insurance  or  fuel  costs  on  the  rental  vehicle. 

Provide  the  customer  with  the  conclusion  of  the  damage  claim  investigation  in  writing  as  soon  as  it  is 
made.  Many  customers  may  prefer  a  telephone  call  for  a  timely  status  of  their  claim.  This  should  be 
determined  at  the  time  of  initial  communication  with  the  customer. 
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If  a  claim  is  denied,  QA  will  inform  the  customer  of  denial  of  claim  using  standardized  terms: 

■  DPI  (denied  per  inventory) 

■  NTR  (not  tow  related) 

Always  send  denial  letter  even  if  customer  has  received  a  verbal  denial. 

All  Claims  must  be  resolved  within  90  days  of  the  claim  being  placed  or  must  have  documentation  to 
support  any  delay  in  resolving. 

Claims  are  abandoned  after  30  days  from  the  last  attempted  contact  with  the  customer  (via  telephone, 
e-mail,  or  regular  mail).  Abandoned  claims  may  be  reopened  by  customer. 

2.2.6  Customer  Service 

Customer  Service/Dispatch  (CSD)  may  be  the  first  point  of  contact  with  a  customer  who  wants  to 
initiate  a  claim.  This  may  be  in  person  or  by  phone.  If  this  is  the  case,  the  following  should  be  done: 

1 .  If  by  phone,  transfer  caller  to  QA  Department 

2.  If  in  person,  notify  QA  that  customer  is  waiting  to  open  a  claim 

3.  If  a  QA  representative  is  not  available,  CSD  advises  customer  that  a  claim  form  can  be 
completed  on-line  at  www.autoreUini.coni.  or  a  claim  form  can  be  faxed,  mailed  ore-mailed 
to  them. 

4.  The  CSD  should  record  the  customer’s  name  and  contact  information  and  pass  the  message  to 
QA. 

2.3  Property  Loss  Claims 

Property  claims  will  be  processed  in  the  same  way  at  both  storage  lot  locations. 

2.3.1  Storage  Lot 

After  a  customer  has  presented  their  PAID  invoice  and  has  viewed  and  inspected  the  vehicle,  they  may 
wish  to  file  a  property  loss  claim.  Once  the  customer  requests  the  form: 

1 .  Storage  Specialist  (SS)  gives  the  customer  a  claim  form. 

2.  Upon  completion  of  the  form,  the  SS  checks  to  make  sure  the  customer’s  complete  address 
and  daytime  contact  phone  numbers  are  included. 

3.  SS  contacts  QA  for  an  inspection  (*see  inspection  section)  of  the  property  loss  claim  to 
determine  if  product  is  missing  or  misplaced. 

4.  If  the  tow  slip  is  readily  available,  QA  will  compare  the  property  loss  claim  against  pre-tow 
inventory. 

5.  If  property  claimed  by  the  customer  is  not  described  on  the  pre-tow  inventory,  QA  will  deny 
claim  and  provide  the  customer  with  a  copy  of  the  tow  slip  if  requested.  If  QA  is  not 
available,  this  step  will  be  delayed  until  QA  can  review  the  claim. 

6.  Once  the  claim  form  is  completed  by  the  customer,  QA  gives  the  yellow  copy  to  the  customer, 
pointing  out  AutoRetum  QA  contact  information.  QA  advises  the  customer  that  they  will  be 
contacted  within  five  (5)  business  days  or  less  with  a  resolution. 
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7.  If  QA  was  not  available  and  SS  handled  claim,  SS  will  place  the  completed  claim  form  and 
any  related  documents  (receipt,  AutoRetum  inventory,  tow  slip)  in  QA  in-basket  inside 
dispatch  area. 

2.3,2  Quality  Assurance 

Quality  Assurance  is  responsible  for  reviewing  all  new  claims  to  determine  urgency  in  handling.  QA 
will  process  all  claims  in  the  order  received  based  on  the  date  the  claim  was  placed. 

2.3.2.1  To  Initiate  A  Claim: 

1 .  Assign  claim  number 

2.  Print  DTS  storage  information 

3.  Create  file 

4.  Obtain  tow  inventories 

5.  Compare  damage  claimed  with  pre-tow  and  AR  inventory 

6.  Contact  customer  to  inform  them  that  a  claim  has  been  started  and  give  them  the  claim 
number. 

QA  will  document  all  the  steps  taken  in  claim  file  notes.  When  documenting  a  claim,  QA  will  ensure 
that  the  date  and  time  of  all  communication  and  the  representative’s  initials  are  included. 

2.3.2.2  To  Process  A  Claim: 

1 .  QA  will  obtain  tow  inventory 

2.  QA  will  compare  missing  property  claimed  with  pre-tow  and  AR  inventory 

3.  QA  will  check  to  determine  if  the  vehicle  was  locked  at  time  of  tow,  or  if  it  was  unlocked 
during  the  tow  process 

4.  If  the  missing  property  did  not  appear  on  the  pre-tow  inventory,  QA  will  deny  the  claim. 

5.  If  property  is  on  the  SFPD  inventory  but  is  missing  from  AutoRetum  inventory,  contact  the 
Police  Department  to  determine  if  the  property  was  removed  by  SFPD  for  investigative 
purposes,  and  or  safekeeping.  If  the  missing  property  was  not  removed  by  the  Police 
Department,  advise  the  tow  company  of  the  discrepancy  and  discuss  and  resolve  with  the 
owner  or  manager  of  the  tow  company. 

6.  Examine  AR  video  if  possible  to  assist  in  making  final  determination  in  damage  claim. 

7.  If  there  is  a  possibility  that  the  missing  property  claim  is  justified,  ask  the  customer  for 
documentation  on  the  missing  property  such  as  receipts  and  detailed  descriptions. 

8.  Review  and  verify  documentation  provided  by  the  customer.  If  no  documentation  is  available, 
QA  will  discuss  with  management  a  fair  resolution. 

2.3.3  Claim  Resolution 

If  the  claim  has  been  approved,  QA  will  inform  the  customer  that: 

1 .  QA  will  provide  the  customer  with  the  conclusion  of  property  loss  claim  investigation  in 
writing  as  soon  as  it  is  made.  Many  customers  may  prefer  a  telephone  call  for  a  timely  status 
of  their  claim. 
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2.  Resolve  missing  property  claim  and  apologize  to  customer  for  their  inconvenience. 

If  a  claim  is  denied,  QA  will  inform  the  customer  of  denial  of  claim  using  standardized  terms: 

*  DPI  (denied  per  inventory) 

Always  send  denial  letter  even  if  customer  has  received  a  verbal  denial. 

All  Claims  must  be  resolved  within  90  days  of  the  claim  being  placed  or  must  have  documentation  to 
support  any  delay  in  resolving. 

Claims  are  abandoned  after  30  days  from  the  last  attempted  contact  with  the  customer  (via  telephone, 
e-mail,  or  regular  mail).  Abandoned  claims  may  be  reopened  by  customer. 

2.3.4  Customer  Service 

Customer  Service/Dispatch  (CSD)  may  be  the  first  point  of  contact  with  a  customer  who  wants  to 
initiate  a  claim.  This  may  be  in  person  or  by  phone.  If  this  is  the  case,  the  following  should  be  done: 

1 .  If  by  phone,  transfer  caller  to  QA  Department 

2.  If  in  person,  notify  QA  that  customer  is  waiting  to  open  a  claim 

3.  If  a  QA  representative  is  not  available,  CSD  advises  customer  that  a  claim  form  can  be 
completed  on-line  at  w  ww.autorelum.com.  or  a  claim  form  can  be  faxed,  mailed  or  e-mailed 
to  them. 

4.  The  CSD  should  record  the  customer’s  name  and  contact  information  and  pass  the  message  to 
QA. 

2.4  Reporting 

Tracking  of  the  feedback  will  be  done  in  a  report  maintained  by  the  QA  Department.  A  sample  of  the 
report  is  found  in  Attachment  C. 
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ATTACHMENT  A 


Customer  Feedback  Form  -  pre-addressed  and  pre-stamped 


or* 

Auto  Return 

AutoRetum  strives  to  provide  excellent  customer  service.  We  want  to  do  everything  we  can 
to  continually  improve  your  service  experience.  Please  tell  us  what  we  did  that  you  liked  or  if 
there  is  anything  we  could  be  doing  better.  Your  feedback  and  ideas  are  very  important  to  us. 

Thank  You,  AutoRetum 

CUSTOMER  COMMENTS 

Date: 

Customer  Name:  _ 

Date  of  Visit: 

Name  of  Customer  Sendee  Rep: 

Comment/ Complaint: 


If  you  would  like  us  to  contact  you,  please  fill  in  the  information  below  and  indicate  which  is 
your  prefeired  contact  method. 


□ 

Address: 

□ 

Phone: 

□ 

Email: 

Please  return  this  form  to  a  Customer  Sendee  Representative,  or  by  email:  service;]^ autoietiiiu.com. 

You  can  also  mail  it  back  to  us  at:  San  Francisco  AutoRetum,  450  7th  Street,  San  Francisco,  CA  94103. 
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ATTACHMENTS _ 

Sample  of  Claim  Form  for  Damage  and  Property  Loss: 

or* 

AutoReturn 

Dispatch  Log  #  _ _ _ 

CLAIMANT  INFORMATION: 

Name  _ . 

Address _ 

State _  Zip 

VEHICLE  INFORMATION: 

Make - ,  Model  _ 

State  __ _ _ 

DESCRIBE  DAMAGE  OR  LOSS 


I  hereby  certify  that  1  am  the  lawful  owner  or  lawfully  authorized  user  of  the  towed  vehicle  described  above, 
and  that  It  was,  in  fact,  damaged  as  a  result  of  being  towed  or  otherwise  handled  by  AutoReturn  and/or  the 
San  Francisco  Police  Department,  as  stated  above.  I  hereby  authorize  AutoReturn  and  the  SFPD  to  use, 
investigate,  and  confirm  the  information  described  above  for  the  purposes  of  investigating  and  settling  my 
claim. 

I  UNDERSTAND  THAT  THE  SUBMISSION  OF  A  FRAUDULENT  CLAIM  IS  PUNISHABLE  UNDER  CALI¬ 
FORNIA  PENAL  CODE  §484,  AND  HEREBY  CERTIFY  THAT  THE  FOREGOING  DAMAGE  CLAIM  IS 
TRUE  AND  CORRECT. 

Signature  ofClaimant  Date 

ALL  CLAIMS  MUST  BE  SUBMITTED  THE  DAY  YOUR  VEHICLE  IS  PICKED  UP 

(for  office  use  only) 

Claim  $ _ _ _ _ Rec _ _ FC _ 

Vehicle  Inspected  By _ Date  _ 

Was  previous  damage  to  same  part  of  vehicle  indicated  on  SFPD  Inventory  of  Towed  Vehicle?  Yes _ No _ 

Comments _ _ _  _ 
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ATTACHMENT  C 


Sample  of  Claims  and  Complaint  Tracking  Report. 

Note:  This  is  a  snapshot  only  and  does  not  contain  the  entire  length  of  the  report. 
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Appendix  Q:  AutoReturn  Employee  Handbook 


AutoRetum’s  employment  policies  are  thoroughly  documented  in  the  “San  Francisco  AutoReturn 
Employee  Handbook”  that  is  being  provided  in  this  appendix.  Upon  award  of  the  Contract,  and  prior 
to  the  launch  of  the  AutoReturn  Chicago  operations,  the  employee  handbook  will  be  adapted  to  the 
specific  needs  of  the  employees  that  will  be  sourced  from  the  local  Chicago  community.  It  is 
anticipated  that  the  employment  policies  and  procedures  for  AutoReturn  Chicago  will  not  differ 
substantially  from  those  in  San  Francisco. 


AutoReturn 
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or 

Auto  Return 

San  Francisco  AutoReturn 
Employee  Handbook 


FOREWORD 


AutoRetum  (the  “Company”)  has  always  emphasized  that  outstanding  people  are  the  key  to  success.  Our 
strength  and  future  growth  depend  on  the  contributions  made  by  you  and  each  person  within  our 
organizations.  We  are  proud  to  have  you  as  part  of  our  team.  To  ensure  continued  success,  we  feel  it  is 
important  that  all  employees  understand  our  policies  and  procedures.  This  employee  handbook  will 
familiarize  you  with  the  various  aspects  of  working  with  us.  We  encourage  you  to  use  it  as  a  valuable 
resource  for  understanding  the  Company. 

Please  be  aware  that  this  Employee  Handbook  only  outlines  the  Company’s  basic  policies,  procedures,  rules 
and  benefits.  It  is  only  intended  to  provide  an  overview.  Therefore,  if  you  have  any  questions,  please  ask 
them  of  your  supervisor,  any  member  of  management,  or  someone  in  Human  Resources  (“HR”). 

This  employee  handbook  is  not  intended  to  be  a  contract,  either  express  or  implied,  between  you  and  the 
Company. 

The  Company  reserves  the  right  to  revise  or  terminate  any  or  all  policies,  procedures  or  benefits  in  whole  or 
in  part,  with  or  without  notice  at  any  time.  However,  the  Company  will  make  reasonable  efforts  to  keep  you 
informed  of  any  changes  to  this  Employee  Handbook  as  they  occur. 

We  wish  you  every  success  in  your  work  with  AutoRetum! 
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SECTION  I 


Introduction 

Our  policies,  practices  and  benefits  are  continuously  reviewed,  and  we  expect  to  change  them  from  time-to- 
time.  Therefore,  you  should  always  check  with  your  manager  or  supervisor  for  the  most  current  ones.  The 
Company  reserves  the  right  to  revise  or  terminate  any  or  all  policies,  procedures  and  benefits  (if  offered  to 
you  by  the  Company),  in  whole  or  in  part  at  any  time. 

Company  benefit  plans,  if  offered  to  you  by  the  Company,  or  available  if  premiums  and  contributions  are 
paid  and  if  participation  and  other  requirements  are  met,  are  defined  in  legal  documents  such  as  insurance 
contracts,  official  plan  texts,  summary  plan  descriptions  and  trust  agreements.  This  means  that  if  you  are 
offered  benefits  by  the  Company,  and  if  a  question  ever  arises  about  the  nature  and  extent  of  plan  benefits  or 
if  there  is  conflicting  language,  the  formal  language  of  the  plan  documents  govern,  not  the  informal  wording 
of  this  handbook.  Plan  documents  if  applicable,  are  available  for  your  inspection. 

This  handbook  replaces  and  supersedes  any  and  all  previous  employment  related  policies  and  practices. 

Core  Values 


AutoRetum  believes  that  clearly  defined  and  well-communicated  values  drive  the  success  of  the  Company. 
Core  values  are  the  heart  of  our  Company  and  are  the  foundation  of  our  operation. 

•  Build  consensus  to  always  do  the  right  thing  and  to  make  good,  solid  decisions. 

•  Revolutionize  through  innovative  industry  practices. 

•  Earn  respect  from,  and  provide  respect  to  everyone  we  work  with. 

•  Persistent  commitment  to  providing  empathetic,  fair,  courteous,  customer  service  -  Never  give  up! 

•  Foster  camaraderie  through  social  interaction. 

•  Proactively  maintain  clear  standards  and  consistently  apply  them. 


Legal  Right  to  Work  in  the  U.S. 

Once  an  offer  for  employment  had  been  made,  Federal  Law  requires  that  each  prospective  employee  provide 
documents  certifying  the  employee’s  identity  and  authorization  to  be  legally  employed  in  the  U.S.  In 
addition,  the  prospective  employee  will  be  required  to  sign  a  verification  attesting  that  the  employee  is 
legally  employable  in  the  U.S.  Providing  false  documentation  or  making  false  statements  on  the  verification 
shall  be  grounds  for  immediate  termination. 


Open  Door  Policy 

The  Company  welcomes  open  communication  between  employees  and  managers.  The  Company  provides  an 
Open  Door  Policy  to  encourage  an  exchange  of  information.  Employees  are  invited  to  share  their  concerns 
and  provide  input  to  their  supervisor  at  any  time. 

It  is  your  supervisor’s  responsibility  to  address  any  employee  concerns  and  provide  appropriate  follow  up 
with  the  employee.  If  however  your  immediate  supervisor  cannot  adequately  address  your  questions  or  solve 
your  problem,  you  may  contact  any  other  appropriate  member  of  management. 
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Suggestions 


If  you  have  any  suggestions  or  ideas  that  you  believe  would  benefit  the  Company  we  encourage  you  to  tell  us 
about  them. 

We  are  always  looking  for  suggestions  that  improve  morale,  procedures,  working  conditions,  and  reduce 
costs  or  errors.  If  you  have  any  suggestions  we  encourage  you  to  contact  your  immediate  supervisor  or  any 
other  member  of  the  management  team. 


Discrimination,  Harassment  and  Retaliation 

The  Company  expressly  prohibits  discrimination,  harassment  and  retaliation  based  on  race,  color,  religion, 
sex,  sexual  orientation,  creed,  national  origin,  ancestry,  disability,  medical  condition  (including,  but  not 
limited  to,  cancer  related  or  HIV/AIDS  related),  age,  marital  status,  citizenship  status,  uniformed  service 
member  status,  pregnancy,  or  any  other  protected  category  under  federal,  state,  or  local  law.  Conduct  that 
interferes  with  the  Company  or  an  individual’s  work  performance,  or  creates  an  intimidating,  hostile  or 
offensive  working  environment  is  prohibited.  The  Company  will  not  tolerate  any  attempts  of  retaliation 
against  an  employee  who  raises  a  sincere  and  valid  concern  that  this  policy  has  been  violated. 

The  Company  takes  all  allegations  of  discrimination,  harassment  and  retaliation  very  seriously  and  is  firmly 
committed  to  ensuring  a  workplace  free  of  discriminatory  activities.  Anyone  engaging  in  discrimination, 
harassment,  or  retaliation  is  subject  to  disciplinary  action  up  to  and  including  termination. 

Harassment  Prohibited  -  Definition 

As  used  in  this  policy,  the  term  “harassment”  refers  to  conduct  relating  to  a  person’s  race,  color,  religion, 
sex,  sexual  orientation,  creed,  national  origin,  ancestry,  disability,  medical  condition  (including,  but  not 
limited  to,  cancer  related  or  HIV/AIDS  related),  age,  marital  status,  citizenship  status,  uniformed  service 
member  status,  or  pregnancy,  which  fails  to  respect  the  dignity  and  feelings  of  the  individual.  This  policy 
protects  and  covers  the  conduct  of  all  employees,  vendors,  customers  and  visitors.  Harassment  that  is 
forbidden  by  this  policy  can  take  several  forms,  including  but  not  limited  to: 

(1)  Sexual  Harassment; 

The  definition  of  Sexual  Harassment  includes  unwelcome  sexual  advances,  requests  for  sexual 
favors,  or  other  verbal  or  physical  conduct  of  a  sexual  nature  which  unreasonably  interferes  with  an 
employee’s  work  performance  or  creates  an  intimidating,  hostile  or  offensive  environment  (and/or) 
where  the  individual  is  made  to  feel  as  if  he  or  she  must  agree  to  the  request  or  submit  to  the  advance 
in  order  to  get  favorable  treatment  at  work. 

While  not  exhaustive,  the  following  is  a  list  of  some  examples  of  sexual  harassment: 

•  Unwanted  sexual  advances. 

•  Offering  employment  benefits  in  exchange  for  sexual  favors. 

•  Making  or  threatening  reprisals  after  a  negative  response  to  sexual  harassment. 

•  Visual  conduct  such  as  leering,  making  sexual  gestures,  displaying  or  distributing  sexually 
suggestive  objects  or  pictures,  cartoons  or  posters. 

•  Verbal  conduct  such  as  making  or  using  sexually  derogatory  comments,  epithets,  slurs,  or 
jokes. 
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•  Verbal  sexual  advances  or  propositions. 

•  Verbal  abuse  of  a  sexual  nature,  graphic  verbal  commentaries  about  an  individual's  body, 
sexually  degrading  words  used  to  describe  an  individual,  suggestive  or  obscene  letters,  notes 
or  invitations. 

•  Physical  conduct  or  threat  of  physical  conduct,  such  as  touching,  assault,  or  impeding  or 
blocking  movements. 

(2)  Other  Forms  of  Harassment 

This  form  of  harassment  can  include  any  verbal,  written,  or  physical  act  that  makes  an  employee 
uncomfortable  at  work  or  interferes  with  an  employee's  ability  to  perform  their  job,  and  is  based  on 
race,  color,  religion,  sex,  sexual  orientation,  creed,  national  origin,  ancestry,  disability,  medical 
condition  (including,  but  not  limited  to,  cancer  related  or  HIV/ AIDS  related),  age,  marital  status, 
citizenship  status,  uniformed  service  member  status,  pregnancy,  or  any  other  protected  category 
under  federal,  state,  or  local  law. 

Harassment  may  take  many  forms.  While  it  is  impossible  for  the  Company  to  provide  an  exhaustive 
list,  the  following  is  a  list  of  some  examples  of  harassing  behavior. 

•  Jokes  that  refer  to  race,  color,  religion,  sex,  sexual  orientation,  creed,  national  origin, 
ancestry,  disability,  medical  condition  (including,  but  not  limited  to,  cancer  related  or 
HIV/ AIDS  related),  age,  marital  status,  citizenship  status,  uniformed  service  member  status, 
pregnancy,  or  any  other  protected  category  under  federal,  state,  or  local  law. 

•  Posting  or  distributing  cartoons,  drawings,  or  any  other  material  that  negatively  reflects  a 
person's  race,  color,  religion,  sex,  sexual  orientation,  creed,  national  origin,  ancestry, 
disability,  medical  condition  (including,  but  not  limited  to,  cancer  related  or  HIV/AIDS 
related),  age,  marital  status,  citizenship  status,  uniformed  service  member  status,  pregnancy, 
or  any  other  protected  category  under  federal,  state,  or  local  law. 

•  The  use  of  slurs  or  other  offensive  language. 

•  Practical  jokes,  horseplay,  or  teasing  that  makes  fun  of  or  insults  a  person’s  race,  color, 
religion,  sex,  sexual  orientation,  creed,  national  origin,  ancestry,  disability,  medical 
condition  (including,  but  not  limited  to,  cancer  related  or  HIV/AIDS  related),  age,  marital 
status,  citizenship  status,  uniformed  service  member  status,  pregnancy,  or  any  other 
protected  category  under  federal,  state,  or  local  law. 

Reporting  and  Investigating  Discrimination,  Harassment  and  Retaliation 

In  an  effort  to  eliminate  all  workplace  discrimination,  harassment,  and  retaliation,  the  Company  will  utilize  an 
internal  investigation  process  to  respond  to  any  such  complaints.  Anyone  who  believes  he  or  she  is  being 
subjected  to  discrimination,  harassment,  or  retaliation  or  who  has  witnessed  such  conduct  must  report  the 
conduct  as  outlined  in  the  following  procedure. 

•  Report  any  discriminatory,  harassing,  or  retaliatory  behavior  that  you  experience  or  witness 
to  the  Human  Resources  Manager  immediately. 

•  If  the  problem  is  not  addressed  in  a  timely  manner,  contact  one  of  the  other  designated 
contacts  (as  provided  by  the  Human  Resources  Manager). 

•  If  you  do  not  feel  comfortable  talking  to  the  Human  Resources  Manager  or  one  of  the  other 
designated  contacts  (as  provided  by  the  Human  Resources  Manager)  for  any  reason,  you 
may  proceed  directly  to  any  member  of  management  with  whom  you  feel  comfortable 
talking. 

AutoRetum  9 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


A  thorough  investigation  will  be  conducted  and  there  will  be  no  retaliation  against  victims  or  witnesses  for 
participating  in  the  investigation. 

Anyone  who  knowingly  fails  to  report  an  incident  of  discrimination,  harassment,  or  retaliation  may  be  subject  to 
disciplinary  action. 

Confidentiality 

In  cases  involving  a  report  of  harassment  or  discrimination,  all  reasonable  efforts  will  be  made  to  protect  the 
privacy  of  the  individuals  involved.  In  many  cases,  however,  the  Company’s  duty  to  investigate  and  remedy 
harassment  makes  absolute  confidentiality  impossible.  The  Company  will  try  to  limit  the  sharing  of 
confidential  information  with  employees  on  a  “need  to  know”  basis.  Employees  who  assist  in  an 
investigation  are  required  to  maintain  the  confidentiality  of  all  information  they  learn  of  or  provide. 

Assurance  of  Non-Retaliation 

The  Company  expressly  prohibits  retaliation  of  any  kind  against  anyone  for  reporting  harassment  or 
discrimination.  Any  such  retaliation  will  not  be  tolerated  and  may  result  in  discipline  up  to  and  including 
termination. 


Equal  Employment  Opportunity 

The  Company  provides  equal  employment  opportunities  to  qualified  persons  without  regard  to  race,  color, 
religion,  sex,  sexual  orientation,  creed,  national  origin,  ancestry,  disability,  medical  condition  (cancer  related 
or  HIV/AIDS  related),  age,  marital  status,  citizenship  status,  uniformed  service  member  status,  pregnancy,  or 
any  other  protected  category  under  federal,  state,  or  local  law. 

Our  continued  success  depends  heavily  on  the  full  and  effective  utilization  of  qualified  persons.  We  strive  to 
hire,  develop,  and  retain  the  most  qualified  people  we  can  find  basing  our  judgment  on  each  individual’s  job- 
related  qualifications,  capabilities,  and  potential. 

Our  policies  relate  to  all  phases  of  employment,  including  advertising,  recruitment,  hiring,  placement, 
promotion/demotion,  training,  transfer,  layoff,  recall,  termination,  compensation  and  rates  of  pay,  employee 
benefits  (if  provided  to  employees)  and  participation  in  all  employer  sponsored  employee  activities. 


Hiring 

The  Employer  shall  be  the  judge  of  the  competency  and  fitness  of  the  employee  for  all  purposes,  including 
hiring,  promotion,  and  demotion. 


PROBATION  PERIOD: 

Employees  shall  be  on  probation  for  the  first  ninety  (90)  calendar  days  of  employment.  , 
NON-DISCRIMINATION: 
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There  shall  be  no  discrimination  in  hiring,  promotion,  or  other  aspects  of  employment,  because  of  age,  sex, 
race,  creed,  color,  national  origin,  physical  handicap,  marital  status  or  sexual  orientation.  No  employee  shall 
be  discriminated  against  by  the  Employer  for  living  up  to  and  observing  the  provisions  of  this  Agreement. 
The  Employer  agrees  to  promote  diversity  in  hiring  and  promotion  within  the  bargaining  unit. 

Internal  Placement  Policy 

A.  OBJECTIVE 

To  provide  qualified  employees  the  opportunity  to  be  considered  for  job  opportunities  throughout  the 
company. 

B.  SCOPE  OF  POLICY 

Available  openings  for  non-exempt  and  exempt  positions  will  be  posted.  Any  employee  who  has  completed 
at  least  one  (1)  year  of  active  service  with  the  Company  and  has  been  in  their  current  assignment  for  at  least 
six  (6)  months  and  is  performing  in  a  satisfactory  manner  meets  the  preliminary  qualifications.  While  it  is  the 
intent  of  the  policy  to  accommodate  individual  requests  where  appropriate,  that  may  not  always  be  possible 
due  to  business  and  operational  considerations. 

C.  POSTING  PROCEDURES 

For  all  non-exempt  and  exempt  vacancies  not  filled  from  within  the  department  in  which  they  occur,  a 
notification  of  the  opening  will  be  issued  in  the  weekly  communication  from  Human  Resources  and 
distributed  in  the  company  newsletter  and  posted  in  the  break  room. 

Employees  desiring  consideration  should  complete  an  internal  application  and  return  it  to  the  Human 
Resources  Department.  Employees  should  provide  all  pertinent  information  to  support  their  candidacy,  since 
those  chosen  to  be  interviewed  will  be  those  with  educational  background  and  experience  most  closely 
matching  the  job  requirements.  If  available,  a  copy  of  a  current  resume  may  be  attached.  The  Human 
Resources  Department  will  coordinate  interviews  with  all  qualified  candidates  who  requested  consideration 
for  a  position. 

Employees  are  required  to  advise  their  current  supervisor  of  their  interest  in  a  posted  position  and  must  have 
their  supervisor  sign  the  internal  application  before  they  will  be  considered. 

D.  TRANSFER  REQUEST  PROCEDURES 

Transfer  requests  should  be  made  on  the  Master  file/change  form.  Completed  forms  will  be  forwarded  to  the 
Human  Resources  Department.  Employees  should  discuss  the  request  with  their  supervisor. 

Voluntary  transfers  between  geographic  locations  will  be  considered  on  an  individual  basis.  The  employee 
may  be  responsible  for  the  expenses  associated  with  an  employee-initiated  transfer. 

E.  OTHER 

Employees  who  have  a  written  warning  on  file  within  the  last  year  or  are  on  disciplinary  probation  or 
suspension  are  not  eligible  to  apply  for  posted  jobs  or  to  request  a  transfer  without  the  specific  approval  from 
their  supervisor  and  Human  Resources  Department. 
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An  employee  selected  for  a  position  through  the  internal  placement  process  may  be  retained  in  their  former 
position  until  a  replacement  is  obtained  or  satisfactory  arrangements  are  made  with  their  present  department 
(minimum  of  two  (2)  week  period). 


Standards  of  Conduct 

When  groups  of  people  work  together,  reasonable  rules  are  necessary  to  conduct  an  orderly  business  and 
make  working  conditions  more  pleasant  for  everyone. 

As  an  employee,  it  is  expected  that  you  will  adhere  to  all  policies  and  practices  of  the  Company.  It  is  further 
expected  that  you  will  conduct  yourself  in  a  professional  manner  at  all  times,  and  exhibit  the  highest  level  of 
integrity  in  performing  your  job.  It  is  equally  important  to  maintain  a  positive  work  environment  through  good 
working  relationships  with  our  customers,  visitors,  and  your  co-workers,  and  that  emphasizes  our  commitment  to 
good  customer  service.  Any  violation  of  these  standards  of  conduct,  or  other  employment  policies,  or  any 
inappropriate  conduct  whatsoever  may  result  in  immediate  discipline  up  to  and  including  termination. 

The  list  below  is  not  intended  to  be  all-inclusive,  but  merely  illustrates  the  various  types  of  prohibited  conduct. 
Policies  governing  our  Standards  of  Conduct  are  listed  below  and  may  be  subject  to  change,  modification,  or 
case-by-case  application. 

Attendance 

(1)  Improper  authorization,  use  or  abuse  of  paid  or  unpaid  leave.  Using  an  approved  leave-of-absence 
for  purposes  other  than  for  which  it  was  intended  or  working  for  another  employer,  without 
permission,  while  on  an  approved  leave-of-absence. 

(2)  Excessive  absenteeism. 

(3)  Being  absent  without  authorization,  or  repeated  unauthorized  late  arrival  or  early  departure  from 
work.  Failure  to  timely  return  to  work  from  scheduled  breaks. 

(4)  Performing  overtime  work  without  authorization. 

(5)  Failure  to  notify  the  manager  of  impending  tardiness  or  absenteeism,  if  such  notification  is  required 
under  Company  policies. 

(6)  Failing  to  work  assigned  hours  including  overtime. 

(7)  Failing  to  fill  out  timecards  timely  and  accurately  or  falsification  of  information  on  the  timecard,  if 
timecards  are  maintained  by  the  Company. 

(8)  Failing  to  report  to  work  on  the  first  day  following  the  expiration  of  a  leave  of  absence. 

(9)  Failing  to  report  to  work  for  three  (3)  consecutive  scheduled  days  without  notifying  the  Company. 

(10)  Swapping  work  hours  or  days  without  permission. 

(11)  Leaving  work  without  permission. 

Behavior 

(1)  Failure  to  carry  out  a  direct  order  from  a  superior,  except  where  the  employee  or  another  person’s 
safety  may  be  jeopardized. 

(2)  Engaging  in  a  conflict  of  interest  activity  that  creates  a  breach  of  confidence. 

(3)  Conviction  of  a  crime,  including  convictions  based  on  a  plea  of  nolo  contendere  or  of  a  misdemeanor 
involving  moral  turpitude. 

(4)  Violence,  use  of  force,  with  or  without  weapons. 

(5)  Soliciting  outside  work  for  personal  gain  during  business  hours 
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(6)  Violation  or  neglect  of  safety  rules,  or  failing  to  report  a  hazardous  condition  to  a  manager. 

(7)  Unauthorized  removal  or  use  of  any  company  property  or  that  of  a  customer. 

(8)  Violation  of  the  Equal  Employment  Opportunity  policy  or  the  policy  against  discrimination, 
harassment  and  retaliation  included  in  this  Handbook. 

(9)  Carrying  on  any  outside  activities  during  working  time  or  during  any  time,  which  would  interfere 
with  the  work  of  other  employees. 

(10)  Eating  or  smoking  in  other  than  designated  areas  of  the  workplace. 

(11)  Failing  to  maintain  personal  appearance  standards. 

(12)  Knowingly  falsifying,  removing,  or  destroying  Company  records  or  furnishing  false  or  misleading 
information  or  withholding  any  information  on  Company  records  or  pursuant  to  any  investigation  by 
the  Company  or  any  government  agency.  Failure  to  cooperate  in  an  investigation  involving  any 
employee’s  compliance  with  employment  policies  and  procedures. 

(13)  Theft,  misappropriation,  defacing  or  damaging  of  the  Company's  or  another’s  property,  including 
cash  or  merchandise. 

(14)  Possession  of  a  firearm  or  other  weapon,  loaded  or  unloaded,  on  Company  property. 

(15)  Using,  possessing  or  selling  alcohol  or  drugs  on  Company  property  or  during  working  time. 

(16)  Tape  recording  any  conversations  of  co-workers  or  managers  without  express  permission  of  all 
parties  to  the  conversation.  Note  that  the  Company  is  exempt  from  this  in  its  recording  of  employee 
and  customer  interactions  for  the  purposes  of  training  and  security. 

Performance 

(1)  Inefficiency,  incompetence,  or  negligence  in  the  performance  of  duties,  including  failure  to  perform 
assigned  tasks  or  training,  or  failure  to  discharge  duties  in  a  prompt,  competent  and  reasonable 
manner. 

(2)  Refusal  or  inability  to  improve  job  performance  in  accordance  with  written  or  verbal  direction  after  a 
reasonable  trial  period. 

(3)  Reporting  to  work  or  being  under  the  influence  of  alcohol  or  drugs  while  on  duty  or  on  Company 
property.  Using,  possessing  or  selling  alcohol  or  controlled  substances  on  Company  property  or 
during  working  time. 

(4)  Suspension  of  driver's  license  or  lack  of  insurability  where  job  duties  require  driving. 

(5)  Careless,  negligent,  or  improper  use  of  Company  property,  equipment  or  funds,  including 
unauthorized  removal,  or  use  for  private  purposes,  or  use  involving  damage  or  unreasonable  risk  of 
damage  to  property. 

(6)  Unauthorized  release  or  possession  of  confidential  information  or  business  records. 

(7)  Sleeping  on  the  j  ob. 

(8)  Violating  any  employment  policy  or  procedure,  whether  contained  in  this  Handbook  or  not. 


Ethical  Standards/Conflict  of  Interest 

The  Company  has  an  excellent  reputation  for  conducting  their  business  activities  with  integrity,  fairness,  and 
in  accordance  with  the  highest  ethical  standards.  As  an  employee,  you  enjoy  the  benefits  of  our  reputation 
and  are  obligated  to  uphold  our  ethical  standards  in  every  business  activity. 

Exactly  what  constitutes  a  conflict  of  interest  or  an  unethical  business  practice  is  both  a  moral  and  a  legal 
question.  The  Company  recognizes  and  respects  your  right  to  engage  in  activities  outside  of  your 
employment  that  are  private  in  nature  and  do  not  in  any  way  conflict  with  or  reflect  poorly  on  the  Company. 
Management  reserves  the  right,  however,  to  determine  when  an  employee’s  activities  represent  a  conflict 
with  our  interests  and  to  take  whatever  action  is  necessary  to  resolve  the  situation,  including  termination  of 
employment. 
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If  you  are  ever  in  doubt  whether  an  activity  meets  our  ethical  standards,  may  be  a  conflict  of  interest,  or 
compromises  the  Company’s  reputation,  please  discuss  it  with  your  manager  or  supervisor. 

Fraud  Reporting  Procedures 


Reports  of  potential  fraud,  illegal  acts,  or  accounting  irregularities  shall  be  reported  to  the  Chairman  of  the 
Audit  Committee  for  investigation.  The  company  shall  use  prudent  efforts  to  protect  the  confidentiality  of 
the  reporting  party.  The  company  will  not  retaliate  against  any  employee  who  reports  fraudulent  and  illegal 
acts  or  accounting  irregularities  in  good  faith. 

The  Chairman  of  the  Audit  Committee:  Robert  Reddy,  (916)  801-9762. 


Workplace  Violence 

The  Company  has  a  strong  commitment  to  its  employees  to  provide  a  safe,  healthy  and  secure  work 
environment.  The  possession  of  weapons  or  occurrences  of  violence  in  the  workplace  is  contrary  to  our 
objective  and  will  not  be  tolerated.  Violators  may  be  subject  to  immediate  termination. 

The  Company  also  expects  employees  to  maintain  a  high  level  of  productivity.  Therefore  employees  are  to 
perform  their  jobs  without  violence,  threats,  harassment  or  bullying  toward  any  individual.  Employees  who 
are  involved  in  a  fight  and  become  injured  may  be  denied  workers  compensation  benefits. 

The  Company  has  the  right  to  search  any  areas  on  Company  premises  for  weapons,  including  but  not  limited 
to,  lockers,  furniture,  containers,  drawers,  equipment  or  other  facilities,  lunch  boxes,  briefcases,  personal 
bags,  personal  toolboxes  or  tool  kits,  parking  lots,  Company  vehicles  and  personal  vehicles  parked  on 
Company  premises. 


Safety 

The  health  and  safety  of  employees  and  others  on  Company  property  is  of  utmost  concern.  It  is  therefore  the 
policy  of  the  Company  to  strive  constantly  for  the  highest  possible  level  of  safety  in  all  operations.  It  is  our 
commitment  to  comply  with  all  applicable  health  and  safety  laws,  and  to  ensure  that  public  and  work  areas  are 
free  of  hazardous  conditions.  The  Company  will  make  every  effort  to  provide  working  conditions  that  are  as 
healthy  and  safe  as  feasible,  and  employees  are  expected  to  be  equally  conscious  about  work-place  safety, 
including  proper  work  methods,  reporting  potential  hazards,  and  reducing  exposure  to  known  hazards.  You 
should  immediately  inform  your  manager  of  any  unsafe  condition  or  act  that  you  observe.  If  you  can  correct 
an  unsafe  condition  without  possible  risk  of  injury  to  yourself  or  others,  you  should  take  steps  to  correct  it. 

Untidy  work  areas  are  one  of  the  primary  causes  of  accidents.  It  is  the  responsibility  of  every  employee  to 
keep  their  work  area  clean.  Your  manager  will  discuss  any  specialized  safety  requirements  of  your 
department  with  you. 

You  are  expected  to  work  safely  at  all  times.  If  you  are  injured,  however,  you  are  required  to  report  all 
injuries,  no  matter  how  minor,  to  your  supervisor  immediately. 


AutoRetum  14 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal. 


Visitors  in  the  Workplace 

To  provide  for  the  safety  and  security  of  employees  and  the  facilities  at  AutoRetum,  only  authorized  visitors 
are  allowed  in  the  workplace.  Restricting  unauthorized  visitors  helps  maintain  safety  standards,  protects 
against  theft,  ensures  security  of  equipment,  protects  confidential  information,  safeguards  employee  welfare, 
and  avoids  potential  distractions  and  disturbances. 

Because  of  safety  and  security  reasons,  it  is  necessary  for  employees  to  obtain  their  supervisors  approval 
before  allowing  family  and  friends  to  visit  the  workplace.  In  case  of  an  emergency,  employees  will  be  called 
to  meet  any  visitor  outside  their  work  area. 

All  visitors  should  enter  AutoRetum  at  designated  reception  areas.  Authorized  visitors  will  receive 
directions  or  be  escorted  to  their  destination.  Employees  are  responsible  for  the  conduct  and  safety  of  their 
visitors. 

If  an  unauthorized  individual  is  observed  on  AutoRetum'  premises,  employees  should  immediately  notify 
their  supervisor  or,  if  necessary,  direct  the  individual  to  the  reception  area.  If  an  employee  brings  an 
unauthorized  visitor  to  AutoRetum  and  does  not  follow  the  above  procedure  for  visitor  regulations,  the 
employee  will  be  subject  to  disciplinary  action  up  to  and  including  termination. 

Unauthorized  visitors  are  prohibited  from  loitering,  distributing,  or  soliciting  materials  on  company  premises. 
AutoRetum  management  reserves  the  right  at  its  discretion  to  request  any  such  individual,  to  leave  the 
premises  immediately. 

Reasonable  Accommodations 

It  is  recognized  that  employees  may  experience  either  a  temporary  or  permanent  impairment,  which  may 
impact  their  ability  to  perform  any,  or  all  of  the  physical  and/or  mental  requirements  of  their  job  duties. 

The  Company  will  consider  providing  reasonable  accommodations  for  employees  which  would  allow  them 
to  continue  to  perform  the  essential  functions  of  their  position,  and  which  do  not  impose  an  undue  hardship 
on  the  Company’s  business. 

Any  employee  having  a  physical  or  mental  impairment  that  substantially  limits  one  or  more  of  his  or  her 
major  life  activities  and  which  impacts  their  ability  to  perform  their  job  duties,  should  notify  their  supervisor. 


Modified  Duty  Positions 


A  modified  duty  position  may  be  offered  to  employees  that  suffer  an  occupational  injury/illness.  Employees 
who  are  released  by  their  physician  to  return  to  work  less  than  full  time  or  with  physical  work  restrictions  may  be 
eligible  for  a  modified  duty  position. 

Modified  duty  positions  may  be  a  temporary  reassignment  to  another  position  within  the  company  or,  their 
current  position  may  be  reviewed  to  determine  if  reasonable  accommodations  can  be  made  within  their  work 
restrictions.  Reasonable  accommodations  may  be  considered  for  their  current  position  pursuant  to  the 
“Reasonable  Accommodations”  section  of  this  handbook.  Pay  will  be  at  the  rate  of  the  new  job  classification 
if  applicable.  The  Workers  Compensation  Carrier  will  contact  the  employee  if  he/she  is  entitled  to  additional 
wages  from  them. 
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Reassignment  to  Modified  Duty  or  Reasonable  Accommodation  to  your  current  position  will  require 
compliance  with  the  following  procedures: 

When  you  are  released  to  return  to  work  from  a  work-related  injury,  you  must  call  your  Workers 
Compensation  Carrier.  You  cannot  return  to  work  without  written  authorization  from  your 
physician. 

Tell  your  supervisor  immediately  if  you  have  any  difficulty  with  assigned  work.  Never  do  work 
beyond  what  your  physician  has  determined  is  safe  for  you. 

*  Reassignment  to  a  modified  duty  position  may  require  you  to  change  your  regular  days  off  or 
work  hours 

*  You  are  required  to  schedule  doctor  appointments  around  your  work  schedules,  whenever  possible. 

Refusal  to  participate  in  the  modified  duty  program  when  your  physician  releases  you  to  work  and 
work  is  offered,  may  result  in  the  reduction  or  discontinuation  of  wage  benefits  from  Worker’s 
Compensation. 


Classification  of  Employees 

The  Fair  Labor  Standards  Act  has  provided  rules  to  employers  for  determining  if  an  employee  is  eligible  to 
receive  overtime.  This  determination  is  based  on  the  employee’s  job  classification/position.  Employees  are 
classified  as  either  exempt  or  non-exempt  for  the  purposes  of  paying  overtime.  An  exempt  employee  is  not 
paid  overtime  and/or  does  not  earn  an  hourly  minimum  wage,  or  both.  Non-exempt  employees  are  eligible 
for  overtime  for  all  hours  worked  over  8  hours  per  day  and  40  hours  per  week  and  must  be  paid  the  hourly 
minimum  wage  set  by  federal  law  and  the  City  and  County  of  San  Francisco. 

Employees  are  also  classified  as  full  time,  part  time,  or  temporary  as  determined  by  the  company’s  policies. 
Eligibility  for  benefits,  if  offered,  is  generally  based  on  this  full  time,  part  time  or  temporary  status. 
Employment  status  will  be  determined  and  communicated  to  employees  at  the  time  of  hire  or  job  transfer 
within  the  company.  If  you  have  any  questions  regarding  your  status,  please  contact  Human  Resources. 
Additional  Explanations  of  Classification  can  be  found  in  the  CBA. 


Regular  part-time  employees  are  defined  as  those  ordered  to  report  to  work  at  regularly  specified  intervals  of 
less  than  30  hours  per  week.  Regular  part-time  employees  shall  be  subject  to  the  following: 

1 .  Regular  part-time  employees  shall  be  paid  according  to  the  time  employed  but  must  be  guaranteed  at 
least  four  (4)  hours  pay  per  shift,  and  overtime  provisions. 

2.  Regular  part-time  employees  who  work  less  than  twenty  (20)  hours  per  week  shall  not  be  eligible  for 
Vacation  pay  or  for  paid  holidays  when  not  worked.  Benefits  under  the  Health  and  Welfare,  Major 
Medical,  Orthodontia,  Accident  and  Sick,  Dental,  Drug  and  Vision  Coverage  apply  only  after  they  have 
completed  more  than  twenty  (20)  hours  per  week  of  work  in  the  preceding  month  of  their  employment. 

3.  Regular  part-time  employees  are  eligible  for  holiday  pay  on  a  pro-rated  basis,  using  their  scheduled 
hours  worked  as  a  percentage  of  a  normal  40-hour  week  to  determine  the  number  of  holidays  they  will 
receive. 
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4.  Regular  part-time  employees  shall  receive  the  applicable  premium  rate  of  pay  for  hours  worked  on 
any  holiday. 

5.  Regular  part-time  employees  shall  receive  Vacation  days  on  a  pro-rated  basis,  using  their  scheduled 
hours  worked  as  a  percentage  of  a  normal  40-hour  week  to  determine  the  accrual  rate. 

6.  Regular  part-time  employees  shall  be  given  first  consideration  for  full-time  positions.  The  final 
selection  will  be  based  upon  the  employee’s  competency  and  qualifications  to  perform  the  work  at  the 
sole  discretion  of  Employer. 

Seniority 

A.  Definition:  For  the  purpose  of  this  Agreement,  seniority  is  defined  as  time  spent  on  the  active  payroll  or 
actively  at  work  for  the  Employer  at  the  facility  covered  by  this  Agreement  on  a  continuous  basis.  Any 
employee  transferred  to  any  facility  of  his  or  her  Employer  will  carry  with  him  or  her  all  seniority  heretofore 
established. 


D.  Open  Job:  As  additional  help  is  needed  at  an  individual  location,  employees  in  seniority  order  may  be 
given  the  opportunity  to  apply  for  such  job  opening,  providing  the  employee  is  capable  with  little  or  no 
training  of  performing  such  work  as  determined  by  the  Employer. 

Seniority  shall  not  prevent  the  Employer  from  moving  any  employee  from  one  location  to  another  location. 
Shift  schedules  will  be  set  at  Employer’s  sole  discretion. 

E.  Layoff:  Any  employee  at  the  time  of  layoff  will,  if  recalled  within  one  year,  be  credited  with  the  amount 
of  service  credit  he  or  she  had  at  the  time  of  layoff. 

F.  The  seniority  of  an  employee  will  be  terminated  for  failure  to  report  for  work  within  five  (5)  working 
days  after  notice  of  recall  is  mailed  by  Certified  Mail  by  the  Employer,  to  the  last  address  of  the  employee  on 
the  Employer’s  records. 

Seniority  shall  also  be  broken  for  the  following  reasons:  Voluntary  quit,  discharge  for  cause,  retirement, 
absence  from  work  from  three  (3)  consecutive  scheduled  work  days  without  proper  report  of  and  proof  of 
reason  for  absence,  the  use  of  intoxicants  or  drugs  during  the  hours  of  employment,  or  leaving  his  or  her 
place  of  employment  before  the  completion  of  his  or  her  designated  shift,  unless  permitted  to  do  so  by  his  or 
her  Employer,  layoff  for  a  period  exceeding  the  employee’s  seniority  but  not  to  exceed  twelve  (12) 
continuous  months,  suspension  or  revocation  of  driver’s  license,  and  not  returning  from  a  leave  of  absence. 

The  term  “drug”  means  any  substance  or  combination  of  substances,  other  than  alcohol,  which  could  so 
affect  the  nervous  system,  brain,  or  muscles  of  a  person  as  to  impair,  to  an  appreciable  degree,  his  or  her 
ability  to  perform  work  in  the  manner  that  an  ordinarily  prudent  and  cautious  person,  in  full  possession  of  his 
or  her  faculties,  using  reasonable  care,  would  drive  a  similar  vehicle  or  machinery  under  like  conditions. 


Termination  of  Employment 

Exit  Interview 

Upon  separation  of  the  employment  relationship,  Human  Resources  will  schedule  an  exit  interview  with  you. 
This  interview  allows  you  to  communicate  your  views  on  your  work  with  the  Company  and  the  job 
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requirements,  operations,  and  training  needs.  It  also  provides  you  an  opportunity  to  discuss  benefits  and 
insurance,  and  the  continuing  obligations  to  avoid  unauthorized  use  or  disclosure  of  AutoRetum’s 
proprietary  information.  At  the  time  of  the  interview,  you  are  expected  to  return  all  Company  information 
and  property,  such  as  files,  notes,  I.D.  cards,  keys,  and  credit  cards.  Arrangements  for  clearing  any 
outstanding  debts  with  the  Company  and  to  receive  final  pay  are  also  to  be  made  at  that  time. 

Final  Pay  Check 

You  will  receive  your  final  paycheck  within  the  time  required  by  law.  If  you  resign  and  give  at  least  72 
business  hours  notice,  you  can  have  your  final  paycheck  on  your  last  day  of  work.  If  you  resign  without 
providing  at  least  72  business  hours  advance  notice,  you  will  receive  your  final  paycheck  within  72  business 
hours  of  resignation.  If  you  are  terminated  by  the  Company,  you  will  be  provided  your  final  paycheck  on 
your  last  day  of  work.  Upon  termination  of  employment,  you  will  be  paid  for  all  accrued  Paid  Time  Off  in 
your  account  as  part  of  the  final  paycheck. 
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SECTION  II 


Military  Leave  of  Absence 

Upon  request,  employees  are  eligible  for  a  leave  of  absence  to  serve  in  the  active  or  reserve  military  services 
of  the  United  States  in  accordance  with  applicable  law.  The  Company  complies  with  the  Uniform  Services 
Employment  and  Re-employment  Rights  Act  (USERRA).  This  act  applies  to  all  employees  who  voluntarily 
or  involuntarily  perform  services  in  the  Armed  Forces,  Army  National  Guard,  Public  Health  Services,  or  any 
other  category  of  service  designated  by  the  President  in  time  of  war  or  emergency. 

The  following  guidelines  will  be  followed  for  an  employee  requesting  a  leave  of  absence: 


*  Employees  are  required  to  give  their  employers  advanced  written  or  verbal  notice  of  an  absence  for 
military  service  unless  circumstances  make  it  unreasonable  or  impossible  to  do  so. 

•  Employees  may  use  any  accrued  vacation  or  other  paid  leave  during  the  military  leave. 

*  After  the  conclusion  of  their  military  service,  employees  must  report  to  their  employers,  or  submit  an 
application  for  re-employment  within  a  prescribed  timeframe,  which  varies  depending  on  the  length 
of  the  leave  of  absence. 

•  Employees  are  entitled  to  take  a  cumulative  leave  of  absence  due  to  military  service  for  up  to  five  (5) 
years.  (This  includes  previous  leave  absences) 

Employees  eligible  for  vacation  or  other  paid  leave  time  should  contact  their  supervisor  for  specific  details. 

HEALTH  INSURANCE  FOR  MILITARY  LEAVE: 


Employees  who  are  currently  enrolled  in  Company  offered  health  plans  will  have  their  benefits  continued  for 
up  to  3 1  days  from  the  leave  of  absence  date.  If  the  leave  extends  beyond  30  days,  you  may  elect  to  continue 
your  coverage  under  COBRA  for  up  to  eighteen  (18)  months,  however,  you  may  be  required  to  pay  all  or 
part  of  the  premium  for  the  continuation  of  COBRA  coverage. 

RETURN  FROM  MILITARY  DUTY: 


Re-employment  and/or  reinstatement  of  employment  will  be  made  in  accordance  with  all  federal  and/or  state 
law.  Employees  should  contact  their  supervisor/manager  for  specific  information  regarding  return  to  work 
procedures. 


Pregnancy  Disability  Leave  of  Absence 

A  female  employee  who  is  disabled  as  a  result  of  pregnancy,  childbirth  or  related  medical  conditions,  such  as 
severe  morning  sickness  or  prenatal  care,  may  take  up  to  four  (4)  months  of  pregnancy  leave.  The  leave  may 
be  taken  concurrently  or  on  an  intermittent  or  reduced  work  schedule 

The  employee  must  provide  at  least  thirty  (30)  days  advance  notice  if  the  leave  is  foreseeable,  or  as  soon  as 
practicable  when  the  leave  is  not  foreseeable.  The  employee  is  required  to  use  any  unused  sick  leave, 
vacation  (paid  time  off),  short  term  disability  or  any  other  paid  leave  benefits  as  part  of  the  four  (4)  month 
leave  period.  After  exhausting  all  paid  hours  the  employee  may  take  the  remainder  of  the  leave  unpaid. 
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An  employee  seeking  leave  must  obtain  a  written  certification  from  her  healthcare  provider  certifying  that 
she  is  disabled  due  to  pregnancy.  This  certification  should  include  the  date  upon  which  she  became  disabled, 
the  probable  period  (or  periods)  of  disability,  and  an  explanatory  statement  that  due  to  the  disability  she  is 
unable  to  work  or  is  unable  to  perform  one  or  more  of  the  essential  functions  of  her  position  without  undue 
risk  to  herself  or  other  persons,  or  to  the  successful  completion  of  her  pregnancy. 

If  an  employee  no  longer  qualifies  for  leave  under  the  Pregnancy  Disability  Leave  policy,  the  employee  may 
seek  continued  leave  under  the  Company’s  Family  and  Medical  Leave  Policy,  as  long  as  eligibility 
requirements  are  met. 

When  returning  from  leave,  the  employee  will  generally  be  guaranteed  reinstatement  to  the  same  or 
comparable  position  they  had,  prior  to  the  commencement  of  the  leave  provided  that  documentation  from  the 
employee’s  physician  is  received  to  document  their  ability  to  return  to  work. 

Paternal  Leave 

The  Employer  will  provide  up  to  four  (4)  months  of  unpaid  leave  to  employees  for  the  birth  or  adoption  of  a 
child  or  to  care  for  a  seriously  ill  child,  parent  or  spouse.  The  Employer  may  reject  an  employee’s  request 
for  leave  if  the  employee’s  spouse  is  already  on  leave  or  if  the  spouse  is  unemployed.  Seniority  shall 
accumulate  during  leaves.  Employees  shall  be  entitled  to  take  a  total  of  twelve  (12)  weeks  leave  during  any 
twelve  (12)  month  period  as  set  forth  in  the  Family  and  Medical  Leave  Act  and  the  Employer  is  required  to 
maintain  Health  &  Welfare  coverage  during  the  twelve  (12)  weeks  of  leave. 

Family  and  Medical  Leave  Act/California  Family  Rights  Act 

Eligible  employees  may  take  up  to  12  workweeks  of  unpaid,  job-protected  leave  under  the  Family  and 
Medical  Leave  Act  and  the  California  Family  Rights  Act  ("FMLA/  CFRA")  in  a  12-month  period  for 
specified  family  and  medical  reasons. 

Employee  Eligibility 

To  be  eligible  for  FMLA  /  CFRA  leave,  you  must : 

•  Have  worked  at  least  12  months  for  the  Company; 

•  Have  worked  at  least  1,250  hours  for  the  Company  over  the  preceding  12  months;  and 

•  Work  at  a  location  where  there  are  at  least  50  employees  within  75  miles. 

Conditions  Triggering  Leave 

FMLA  /  CFRA  leave  may  be  taken  for  the  following  reasons: 

*  Birth  of  a  child,  or  to  care  for  a  newly-born  child; 

*  Placement  of  a  child  with  the  employee  for  adoption  or  foster  care; 

*  To  care  for  an  immediate  family  member  (spouse,  child,  or  employee's  parent)  with  a  serious  health 
condition;  or 
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•  Because  of  the  employee's  serious  health  condition  which  makes  the  employee  unable  to  perform  the 
functions  of  the  employee's  job. 

Duration  of  Leave 


Eligible  employees  may  receive  up  to  12  workweeks  of  unpaid  leave  during  any  "rolling"  12-  month  period, 
measured  backward  from  the  date  of  any  FMLA/CFRA  leave.  FMLA/CFRA  leave  for  the  birth  or  placement 
of  a  child  for  adoption  or  foster  care  must  be  concluded  within  12  months  of  the  birth  or  placement.  Leave 
for  female  employees  for  disabilities  associated  with  pregnancy  or  childbirth  is  also  available,  as  described  in 
the  Pregnancy  Disability  Leave  of  Absence  Policy.  We  encourage  employees  to  see  their  supervisor 
regarding  FMLA/CFRA  leave  related  to  pregnancy  or  childbirth,  as  special  rules  apply. 

You  may  take  FMLA/CFRA  leave  intermittently,  or  by  reducing  your  normal  weekly  or  daily  work  schedule, 
when  medically  necessary  for  your  own  or  immediate  family  member's  serious  health  condition.  Intermittent 
leave  for  birth  of  a  child,  to  care  for  a  newly-born  child,  or  for  placement  of  a  child  for  adoption  or  foster 
care  may  be  available,  but  may  be  subject  to  additional  restrictions.  Employees  who  require  intermittent 
leave  or  reduced-schedule  leave  must  try  to  schedule  their  leave  so  that  it  will  not  disrupt  the  Company's 
operations. 

Benefits  During  Leave 

Depending  on  the  purpose  of  your  leave  request,  you  may  choose  (or  the  Company  may  require  you)  to  use 
accrued  paid  leave,  if  available,  concurrently  with  some  or  all  of  the  FMLA/CFRA  leave.  In  addition,  you 
will  not  be  eligible  to  accrue  seniority  or  benefits,  including  vacation  and  holidays,  during  any  period  of  an 
FMLA/CFRA  leave. 

Maintenance  of  Health  Benefits 

If  you  and/or  your  family  participate  in  our  group  health  plan,  the  Company  will  maintain  coverage  under  the 
plan  during  the  first  twelve  weeks  of  your  FMLA/CFRA  leave  on  the  same  terms  as  if  you  had  continued  to 
work.  If  applicable,  you  must  make  arrangements  to  pay  your  share  of  health  plan  premiums  while  on  leave 
and  failure  to  pay  your  portion,  if  any,  of  the  premium  may  result  in  loss  of  coverage.  In  some  instances,  the 
Company  may  recover  premiums  it  paid  to  maintain  health  coverage  or  other  benefits  for  an  employee  and 
family. 

Job  Restoration 


Upon  returning  from  FMLA/CFRA  leave,  you  will  normally  be  restored  to  your  original  job  or  to  an 
equivalent  job  with  equivalent  pay,  benefits,  and  other  employment  terms  and  conditions.  However,  you  will 
have  no  greater  right  to  job  restoration  than  if  you  had  been  actively  working. 

Notice  and  Medical  Certification 


When  seeking  FMLA/CFRA  leave,  you  must  provide; 

1)  Thirty  (30)  days'  advance  notice  of  the  need  to  take  FMLA/CFRA  leave,  if  the  need  is  foreseeable, 
or  notice  as  soon  as  practicable  in  the  case  of  unforeseeable  leave. 

2)  Medical  certification  supporting  the  need  for  leave  due  to  a  serious  health  condition  affecting  you  or 
an  immediate  family  member  must  be  returned  before  your  leave  begins,  or  if  not  possible,  within  15 
days  of  at  the  Company’s  request  to  provide  the  certification.  If  you  fail  to  do  so,  we  may  delay  the 
commencement  of  your  leave  or  withdraw  any  designation  of  FMLA/CFRA  leave,  in  which  case 
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your  leave  of  absence  would  be  unauthorized,  subjecting  you  to  discipline  up  to  and  including 
termination.  Additional  medical  opinions  and  periodic  re-certifications  may  also  be  required. 
Contact  the  HR  department  for  forms  or  more  information. 

3)  Periodic  reports  as  deemed  appropriate  during  the  leave  regarding  your  status  and  intent  to  return  to 
work. 

4)  Medical  certification  of  fitness  for  duty  before  returning  to  work,  if  the  leave  was  due  to  your  serious 
health  condition. 

Failure  to  comply  with  the  foregoing  requirements  may  result  in  delay  or  denial  of  leave. 

Failure  to  Return  after  FMLA/CFRA  Leave 


Any  employee  who  fails  to  return  to  work  as  scheduled  after  FMLA/CFRA  leave  or  exceeds  the  12-week 
FMLA/CFRA  entitlement  may  be  subject  to  termination  of  employment. 

Limited  Nature  of  This  Policy 

This  policy  is  intended  to  provide  only  those  leave  benefits  and  protection  required  by  FMLA/CFRA. 

Leave  Coordination 


Leave  under  the  Family  and  Medical  Leave  Act,  California  Family  Rights  Act,  Pregnancy  Disability  Leave  of 
Absence,  and/or  any  paid  or  unpaid  leave  will  run  concurrently  where  applicable  in  accordance  with  state  and 
federal  laws. 

Medical  Leave 

Leaves  of  Absence  may  be  granted  by  the  Employer  for  illness  or  disability,  with  certification  by  a  medical 
doctor,  if  requested  by  the  Employer,  equal  to  the  employee’s  seniority  with  the  Employer,  but  not  to  exceed 
three  (3)  years. 


Leaves  of  absence  due  to  Workers’  Compensation  Disability  or  sickness  will  not  be  limited,  provided 
employee  furnishes  the  Employer  with  satisfactory  medical  doctor  certification  if  requested  by  the  Employer. 
At  least  every  three  (3)  months  such  disability  or  sickness  must  be  certified. 


Unpaid  Family  School  Partnership  Leave 

The  Company  encourages  employees  to  be  involved  in  the  education  of  their  children.  Parents,  guardians, 
and  grandparents  with  custody  of  school  age  children  (K-12)  are  eligible  for  up  to  forty  (40)  hours  of  unpaid 
leave  each  school  year  to  participate  in  school-related  activities  of  their  children,  pursuant  to  the  California 
Education  Code  48900.1,  provided  the  following  criteria  are  met: 


1.  The  employee  must  give  reasonable  notice  for  time  off. 
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2.  The  employee  provides  proof  that  he  or  she  visited  the  school  if  the  Employer  requests.  Proof 
means  whatever  documentation  the  school  deems  reasonable. 

3.  The  employee  may  take  up  to  four  hours  in  each  school  year,  per  child,  to  visit  a  child  in  school, 
especially  if  the  school  requests  the  attendance  of  a  parent. 

4.  The  employee  may  utilize  Vacation  time,  personal  time. 

5.  The  Employer  is  prohibited  from  discharging  or  discriminating  in  any  way  against  an  employee 
who  is  a  parent  or  guardian  contacted  about  the  child’s  possible  or  actual  suspension  from 
school. 

Employees  who  request  leave  for  unauthorized  purposes  will  be  subject  to  discipline,  up  to  and 

including  termination. 


Lactation  Break 

The  Company  will  provide  a  reasonable  amount  of  break  time  to  accommodate  a  female  employee’s  need  to 
express  breast  milk  for  the  employee's  infant  child.  The  break  time  should,  if  possible,  be  taken  concurrently 
with  other  break  periods  already  provided.  Employees  should  clock  out  for  any  time  taken  that  does  not  run 
concurrently  with  normally  scheduled  rest  periods,  and  such  time  will  be  unpaid.  The  Company  will  also 
make  a  reasonable  effort  to  provide  the  employee  with  the  use  of  a  room  or  other  location  in  close  proximity 
to  the  employee's  work  area,  for  the  employee  to  express  milk  in  private. 

Employees  should  notify  their  supervisor  if  they  are  requesting  time  to  express  breast  milk  under  this  policy. 
The  Company  does,  however,  reserve  the  right  to  deny  an  employee’s  request  for  a  lactation  break  if  the 
additional  break  time  will  seriously  disrupt  operations. 


Voting  Leave 

The  Company  encourages  all  employees  to  fulfill  all  civic  responsibilities  and  to  vote  in  all  official  public 
elections. 

Generally  your  working  hours  are  such  that  you  will  have  ample  time  to  cast  your  vote  before  or  after 
working  hours.  You  are  not  permitted  to  take  voting  leave  if  you  have  sufficient  time  outside  of  your  normal 
work  hours. 

If  an  employee  does  not  have  sufficient  time  outside  of  working  hours  to  vote  in  a  statewide  election,  he  or 
she  may,  without  loss  of  pay,  take  off  up  to  two  (2)  hours  of  working  time  to  vote.  Such  time  shall  be  at  the 
beginning  or  end  of  the  regular  working  shift,  whichever  allows  the  most  free  time  for  voting  and  the  least 
time  off  from  working,  unless  otherwise  mutually  agreed.  The  employee  shall  notify  the  Employer  at  least 
five  (5)  working  days  in  advance  to  arrange  voting  time.  In  addition,  employees  may  serve  as  election 
officials  on  Election  Day  without  being  disciplined,  but  AutoRetum  will  not  provide  pay  for  such  absences. 


The  Company  will  comply  with  all  applicable  voting  time  laws  of  the  states  and  municipalities  in  which  its’ 
facilities  and  offices  are  located. 
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Jury  and  Witness  Duty  Leave 


1.  An  employee  with  twelve  (12)  months  or  more  seniority  that  is  required  to  report  for  jury  duty  shall 
be  reimbursed  for  losses  in  his  or  her  regular  wages  up  to  a  maximum  of  one  hundred  sixty  (160) 
hours  every  two  (2)  years.  An  employee  who  does  not  qualify  for  paid  jury  duty  leave  shall  be 
granted  unpaid  time  off  to  serve  jury. 

2.  Employees  scheduled  for  Swing  shifts  and  Graveyard  shifts  are  not  required  to  report  for  work  on 
any  day  when  retained  for  Jury  Service  over  three  (3)  hours. 

3.  Day  shift  employees  are  required  to  report  to  work  prior  to  reporting  for  Jury  Service  if  there  is 
sufficient  time  for  a  minimum  of  three  (3)  hours  of  work. 

4.  Jury  duty  pay  shall  be  capped  at  one  hundred  sixty  (160)  hours  every  two  (2)  years. 

5.  The  Employer  will  grant  jury  duty  pay  to  eligible  employees  who  serve  jury  duty,  provided  the 
employee  must: 

(a)  Give  notice  of  his  or  her  summons  to  the  Employer  as  soon  as  possible,  and 

(b)  Provide  adequate  proof  of  dates  and  time  served  and  compensation  received. 

6.  Any  employee  who  has  one  (1)  or  more  years’  seniority  with  his  or  her  Employer  and  has  qualified 
for  his  or  her  initial  PTO  with  that  Employer,  if  called  and  reporting  for  jury  duty  will  be  entitled  to 
the  difference  between  jury  duty  pay  and  his  or  her  regular  daily  rate  of  pay  for  each  day  of  jury 
service.  Days  of  jury  duty  and  all  fees  paid  shall  be  verified  by  the  court  official. 

7.  An  employee  dismissed  from  jury  duty  must  immediately  call  his  or  her  supervisor  to  determine 
when  to  return  to  work. 

When  an  employee  is  requested  or  subpoenaed  by  the  Employer  to  attend  court  or  to  be  a  witness  for  the 
Employer  in  any  hearing,  he  or  she  shall  be  paid  not  less  than  a  day’s  wages  for  each  day  at  court. 


Bereavement  Leave 

When  a  death  occurs  in  the  immediate  family  of  an  employee  with  one  (1)  year  or  more  of  employment,  he 
or  she  shall  be  entitled  to  a  leave  of  absence  of  three  (3)  days  with  pay.  Immediate  family  is  defined  as 
employee’s  father,  mother,  children,  spouse,  brother,  sister,  grandparents,  current  step  parents,  current  step 
grandparents,  current  in-laws,  and  step-children  living  with  the  employee.  The  leave  of  absence  shall  be  four 
(4)  days  with  pay  if  the  death  is  outside  of  California.  The  employee  will  not  be  required  to  provide  a  death 
notice;  however,  if  a  complaint  is  raised  that  an  employee  has  improperly  utilized  this  leave,  then  an 
investigation  will  be  conducted  and  the  employee  may  be  required  to  provide  a  death  notice.  Upon  request  of 
the  employee,  and  if  necessary,  the  employee  may  be  granted  an  additional  one  (1)  week  unpaid  leave  of 
absence. 

To  take  leave,  an  employee  must  submit  a  request  to  the  supervisor.  This  request  must  state  the  requested  days 
off,  and  the  anticipated  return  date. 
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Alcohol/Drug  Rehabilitation  Leave 


An  employee  shall  be  permitted  to  take  a  leave  of  absence,  up  to  a  maximum  of  ninety  (90)  calendar  days 
form  the  purpose  of  undergoing  treatment  pursuant  to  an  approved  program  from  alcoholism  or  drug  use, 
consistent  with  the  requirement  of  local,  state  and  federal  law.  An  employee  on  such  leave  of  absence  may 
not  engage  in  any  employment  or  services  for  any  other  competitive  employer. 

Personal  Leave 

An  employee  may  be  granted  a  personal  leave  without  pay  during  the  life  of  this  Agreement  for  reasonable 
personal  business,  including  paternity  leave.  An  employee  requesting  such  leave  may  do  so  in  writing.  An 
employee  shall  be  entitled  to  a  maximum  of  thirty  (30)  workdays  for  such  leave.  When  operating  conditions 
permit,  the  Employer  may  grant  more,  up  to  a  maximum  of  six  (6)  months  at  the  sole  discretion  of  the 
Employer. 

An  employee  on  leave  as  set  forth  above  shall  notify  the  Employer  at  least  five  (5)  workdays  before  the 
beginning  of  the  first  shift  to  which  the  employee  is  scheduled  to  return.  An  employee  requesting  leave  shall 
do  so  in  writing  to  the  personnel  office,  specifying  the  type  of  leave  and  dates  desired.  Requests  shall  be 
made  as  much  in  advance  as  possible,  but  at  least  thirty  (30)  days  prior  to  the  starting  date  if  possible. 

Personal  leave  is  extended  to  both  full  and  part  time  employees  who  have  completed  their  90  day  probation. 

Sick  Leave 

The  Company’s  sick  leave  policy  is  designed  to  provide  paid  time  off  for  personal  illness  or  injury  or  for  the 
illness/injury  of  your  immediate  family  members.  Immediate  family  for  the  purpose  of  sick  time  is  defined  as 
parent,  child,  spouse,  registered  domestic  partner,  and/or  registered  domestic  partner’s  child.  Sick  time  is  not 
an  entitlement  for  extra  days  off,  but  rather  a  benefit  to  be  used  only  in  time  of  need. 

For  all  employees,  one  hour  of  sick  leave  will  be  accrued  for  every  30  hours  worked  (this  equals  69  hours 
during  a  standard  2080  hour  year),  with  accrual  only  in  full  hour  increments.  Employees  begin  to  accrue  paid 
sick  leave  after  the  first  90  days  of  employment.  Accrued  and  unused  sick  leave  carries  over  from  year  to 
year,  but  the  maximum  accrual  of  sick  leave  is  capped  at  72  hours  (9  days)  for  all  employees,  including  part- 
time  and  temporary  employees.  Once  an  employee  reaches  the  cap,  the  accrual  stops  until  the  employee  uses 
a  portion  of  his/her  sick  leave. 

Any  or  all  of  the  paid  sick  leave  may  be  used  for  the  employee’s  injury  or  illness;  for  receiving  medical  care, 
treatment  or  diagnosis,  including  medical  appointments;  or  to  provide  care  for  a  sick  child,  parent,  sibling, 
grandparent,  grandchild,  spouse,  registered  domestic  partner,  or  child  of  domestic  partner  (includes  all  step- 
relationships).  All  of  the  above  categories  include  biological,  adopted  and  foster  relationships  as  well  as 
legal  guardians  and  wards.  The  domestic  partner  category  also  includes  domestic  partners  registered  under 
any  state  or  local  law,  including  but  not  limited  to  the  State  of  California. 

If  employees  do  not  have  a  spouse  or  registered  domestic  partner,  they  may  designate  “one  person  to  whom 
they  may  use  their  paid  sick  leave  to  aid  or  care  for  that  person”  (there  does  not  need  to  be  a  biological 
relationship).  Employees  have  10  work  days  from  their  hire  date  to  make  the  designation  and  they  are  able 
to  make  or  change  the  designation  annually. 
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Employees  may  use  sick  hours  to  miss  part  of  a  shift  in  order  to  attend  medical  appointments.  Employees 
may  not  cash-out  or  be  reimbursed  for  unused  hours  upon  termination  or  resignation  of  employment. 

The  Company  requires  at  least  one  (1)  hour  of  notice  for  the  use  of  paid  sick  leave  to  be  taken  at  the 
beginning  or  end  of  an  employee’s  scheduled  work  hours  and  at  least  one  (1)  weeks  notice  for  the  use  of  paid 
sick  leave  to  be  taken  in  the  middle  of  an  employee’s  scheduled  work  hours.  In  addition,  if  the  Company 
determines  there  is  a  pattern  (e.g.,  sick  leave  taken  the  same  day  of  various  weeks,  sick  leave  taken  on  dates 
that  were  previously  requested  PTO  dates  that  were  denied,  extending  PTO  dates  by  using  sick  leave,  sick 
leave  taken  consistently  as  an  excuse  for  tardiness,  etc.)  to  the  use  of  sick  leave  that  is  not  consistent  with  the 
intended  use,  then  the  Company  will  conduct  an  investigation  and  take  any  disciplinary  action  deemed 
necessary,  up  to  and  including  termination.  Please  note  that  the  list  above  related  to  patterns  is  not 
exhaustive,  these  are  meant  to  provide  examples  of  the  types  of  activity  that  the  Company  would  potentially 
investigate. 

You  will  be  required  to  take  accrued  and  unused  sick  leave  before  taking  an  unpaid  leave  (or  having  unpaid 
absences)  due  to  your  own  illness  or  injury.  Employees  who  are  absent  because  of  their  own  disability  may 
be  eligible  for  State  Disability  Insurance  (SDI)  benefits.  SDI  payments  do  not  begin  until  after  you  have  been 
absent  from  work  for  7  calendar  days.  SDI  benefits  do  not  replace  all  of  your  usual  wages.  If  you  have 
accrued  paid  sick  leave,  sick  leave  will  be  used  for  the  first  7  days  before  SDI  payments  begin  and  your  sick 
leave  will  supplement  your  SDI  payments.  If  you  have  no  sick  leave,  or  once  you’ve  exhausted  your  sick 
leave,  accrued  and  unused  vacation  (or  PTO)  will  be  used  to  supplement  the  SDI  benefits. 

You  are  not  required  to  use  your  accrued  and  unused  sick  leave  to  attend  to  a  family  member’s  illness  in  lieu 
of  taking  an  unpaid  family  leave.  If  you  are  absent  for  a  reason  that  qualifies  you  for  Paid  Family  Leave 
(PFL)  payments,  you  are  not  required  to  use  any  paid  sick  leave  during  the  7  day  waiting  period  before  PFL 
benefits  begins. 

Paid  sick  leave  is  a  benefit  that  also  covers  absences  for  work  related  illness  or  injury.  Employees  who  have 
a  work  related  illness  or  injury  are  covered  by  Workers’  Compensation  Insurance.  However,  Workers’ 
Compensation  benefits  usually  do  not  cover  absences  for  medical  treatment.  When  you  report  a  work  related 
injury  or  illness  you  will  be  sent  for  medical  treatment,  if  treatment  is  necessary.  You  will  be  paid  your 
regular  wages  for  the  time  you  spend  seeking  initial  medical  treatment.  Any  further  medical  treatment  will 
be  under  the  direction  of  the  health  care  provider.  Absences  from  work  for  follow-up  treatment,  physical 
therapy  or  other  prescribed  appointments  will  not  be  paid  as  time  worked.  If  you  have  accrued  and  unused 
sick  leave,  the  additional  absences  from  work  will  be  paid  with  the  use  of  sick  leave. 

A  medical  statement  from  their  doctor  may  be  requested  by  the  Company  when  they  are  absent  more  than 
two  (2)  working  days,  confirming  that  they  are  released  to  return  to  work.  Time  paid  for  sick  time  does  not 
count  as  time  worked  in  calculating  overtime  for  the  week. 

Vacation 

Vacation  is  a  policy  for  eligible  employees  to  use  for  vacation,  and  personal  business. 

Full  time  employees  begin  accruing  Vacation  upon  their  permanent  hire  date,  but  may  not  use  the  Vacation 
until  they  have  been  with  the  company  for  30  days.  Vacation  may  be  used  as  it  is  accrued  and  will  not  be 
advanced.  If  no  Vacation  is  available,  then  the  time  will  go  unpaid. 

Each  employee  having  had  completed  continuous  service  with  his  or  her  Employer  shall  receive  the  number 
of  Vacation  days  with  pay  as  shown  in  Appendix  B  . 
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Part-time  employees  are  eligible  to  accrue  Vacation  hours  each  year.  The  amount  of  Vacation  is  a  pro-rated 
amount  based  on  time  worked.  Please  see  Human  Resources  for  more  details. 


Vacation  can  be  carried  over  from  year  to  year  with  a  maximum  number  of  days  based  on  the  “cap”  amounts 
shown  in  Appendix  B.  The  Employer  agrees  to  notify  the  employee,  in  writing,  prior  to  the  employee’s 
Vacation  cap  being  reached,  and  allow  the  employee  to  schedule  and  use  Vacation  so  that  the  total  accrual 
remains  below  the  accrual  limit.  It  is  the  employee’s  responsibility  to  schedule  and  take  the  Vacation  prior  to 
reaching  the  limits. 

Employees  who  have  an  unexpected  need  to  be  absent  from  work  should  notify  their  supervisor  before  the 
start  of  each  scheduled  workday. 

Upon  obtaining  the  permission  of  the  Employer,  an  employee  may  use  an  available  Vacation  day  in  one  (1) 
day  increments,  and/or  he  or  she  may  take  one  (1)  additional  week  without  pay  to  run  consecutively  with  the 
paid  week,  if  desired  by  the  employee.  Each  eligible  employee  shall  give  at  least  two  (2)  weeks’  advance 
notice  of  Vacation  time.  All  Vacation  requests  must  be  approved  by  the  Employer  and  the  Employer  agrees 
to  reply  with  confirmation  within  ten  (10)  working  days  of  an  employee’s  Vacation  request. 

Employees  must  use  their  accrued  Vacation  time  when  requesting  time  off.  Employees  may  not  opt  to  use 
unpaid  time  first.  To  schedule  planned  Vacation,  employees  should  request  advance  approval  from  their 
supervisors.  Requests  will  be  reviewed  based  on  a  number  of  factors,  including  business  needs  and  staffing 
requirements.  Employees  should  avoid  financial  commitments  such  as  the  purchase  of  airline  tickets,  etc., 
prior  to  receiving  Vacation  approval. 

When  a  paid  holiday  falls  within  an  employee’s  Vacation,  the  employee  shall  retain  the  Vacation  hours  and 
be  paid  holiday  pay  for  that  day. 

Vacation  is  paid  at  the  employee’s  base  pay  rate  at  the  time  of  absence.  It  does  not  include  overtime  or  any 
special  forms  of  compensation  such  as  incentives,  commissions,  bonuses,  or  shift  differentials,  if  applicable. 

Vacation  time  may  be  split.  An  employee  who  splits  his  or  her  Vacation  may  exercise  his  or  her  seniority 
rights  for  the  initial  Vacation  period,  however,  subsequent  selection  shall  be  made  after  all  employees  have 
made  their  initial  selection.  This  applies  to  employees  with  two  weeks  or  more  Vacation  time. 

All  employees  shall  be  paid  upon  termination  all  unused  Vacation  hours  at  the  employee's  current  rate  of 
pay. 


Holidays 

Effective  January  1,  2008,  Employees  receive  twelve  (12)  paid  holidays  to  be  bid  on  and  scheduled 
with  the  Employer  at  the  beginning  of  each  calendar  year.  Prior  to  January  1,  2008,  Employees  will 
work  under  the  holiday  schedule  as  planned  at  January  1,  2007,  with  the  exception  that  an 
additional  2  Holidays  will  be  coordinated  with  the  Employees  by  the  Employer.  Each  employee 
will  designate  the  12  days  they  desire  to  take  as  a  holiday  from  the  following  list  of  eligible  days: 
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New  Year’s  Day 
M.L.  King,  Jr.  Birthday 
President’s  Day 
Independence  Day 
Memorial  Day 

Two  (2)  Floating  Holidays 


Thanksgiving  Day 
Christmas  Day 
Employee’s  Birthday 
Employee’s  Date  of  Hire 
Labor  Day 


Any  of  four  weekdays  between  Christmas  and  New  Year’s  Day 
July  3rd 
July  5th 

Day  after  Thanksgiving  Day 
Columbus  Day 

A.  The  following  holidays  when  worked,  shall  be  paid  for  at  double  the  straight-time  rate  of  pay: 
Rev.  Martin  Luther  King,  Jr.  Birthday,  President’s  Day,  Memorial  Day,  Independence  Day, 
Employee’s  Birthday,  Employee’s  Anniversary  Date  of  Hire. 

B.  The  following  holidays  when  worked,  shall  be  paid  for  at  two  and  one-half  (2-1/2)  times  the 
straight-time  rate  of  pay:  Labor  Day,  Thanksgiving  Day,  Christmas  Day,  and  New  Year’s 
Day. 

C.  Employee’s  Birthday  and  Date  of  Hire:  All  employees  will  be  allowed  to  be  off  on  those  days 
or  alternatively  any  day  may  be  taken  during  the  week  in  which  the  affected  holiday  falls  by 
mutual  agreement  between  the  employee  and  the  Employer. 

D  Floating  Holidays:  Floating  Holidays  to  be  mutually  agreed  upon  by  the  Employer  and  each 
employee.  At  least  two  (2)  weeks’  advance  notice  of  floating  holiday  is  to  be  given  by 
employees. 

E.  When  not  worked,  the  above  listed  holidays  shall  be  paid  for  at  the  rate  of  straight-time  pay  on 
the  basis  of  hours  normally  worked,  whether  such  day  occurs  within  or  outside  an  employee’s 
workweek. 


F.  In  order  to  be  eligible  for  holiday  pay  when  no  work  is  performed,  an  employee  must  work  or 
be  available  for  work  on  the  last  regular  work  day  immediately  prior  to  a  holiday  and  on  the 
first  regular  work  day  immediately  following  that  holiday  unless  that  employee  can  show  a 
justifiable  excuse  to  his  or  her  Employer.  An  employee  who  fails  to  report  as  scheduled  for 
work  on  a  holiday  shall  forfeit  his  holiday  pay  unless  that  employee  can  show  a  justifiable 
excuse  to  his  or  her  Employer.  The  Employer  shall  give  at  least  one  (1)  week’s  notice  to  the 
employee  of  a  contemplated  shift  change. 

G.  A  paid  holiday  shall  be  considered  a  day  worked,  except  that  if  a  paid  holiday  falls  on  an 
employee’s  day  off  the  regular  contractual  workweek  shall  prevail  for  the  purposes  of 
computing  overtime  in  that  week. 
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H.  Employees  required  to  work  on  the  sixth  (6th)  consecutive  day  and  when  that  sixth  (6th)  day 
falls  on  a  negotiated  HOLIDAY  the  employee  will  be  paid  two  and  one-half  (2-1/2)  times  his 
or  her  regular  salary. 

I.  When  any  of  the  above  holidays  fall  on  Sunday,  the  day  observed  by  the  City  shall  be 
considered  as  the  holiday. 

J.  Whenever  an  employee  is  off  the  job  for  reasons  of  bona  fide  illness  or  injury  for  a  period  of 
up  to  thirty  (30)  days,  the  employee  shall  receive  pay  for  any  holiday  falling  within  that  time 
period.  Employees  must  be  on  State  Disability  or  Workers  Compensation  to  be  eligible. 

K.  When  any  of  the  holidays  are  observed  by  the  City  on  a  different  day,  the  City  declaration 
shall  take  precedence  and  such  day  shall  be  observed  as  the  holiday  under  the  terms  of  this 
Agreement  except  Christmas  Day,  December  25,  which  will  always  be  observed  on  the  day  it 
occurs. 

L.  The  Employer  shall  post  a  Holiday  schedule  for  each  location  with  2  weeks  advance  notice. 

M.  When  two  or  more  paid  holidays  fall  within  one  day,  the  employee  shall  receive  an  extra  day 
off  with  pay. 

Health  &  Welfare:  Major  Medical,  Dental,  Orthodontia,  Prescription  Drug, 
Vision  Coverage,  Accident  &  Sick,  Life  Insurance 

All  employees  who  have  completed  more  than  twenty  (20)  hours  per  week  of  work  in  the  previous 
month  shall  be  eligible  for  coverage  under  such  plan  on  the  first  of  the  month  following  completion 
of  more  than  twenty  (20)  hours  per  week  of  work  in  the  prior  month. 

KAISER  OPTION:  There  shall  be  a  Kaiser  option  effective  in  each  year  of  the  contract.  Each 
employee  shall  have  the  option  of  coverage  under  the  Indemnity  Medical  Plan  of  the  Bay  Area 
Automotive  Group  Welfare  Fund  or  the  HMO  Medical  Plan  offered  by  Kaiser  Foundation  Health 
Plan. 

Each  new  employee  shall  make  such  selection  at  the  time  active  employment  starts. 

New  employees  are  eligible  for  medical  benefits  (Basic  Major  Medical,  Kaiser,  Prescription  Drug  & 
Life  Insurance,  Vision,  Dental,  Orthodontia,  Accident  and  Sick)  on  the  first  of  the  month  after 
completing  30  days  of  work  in  which  the  employee  has  completed  more  than  twenty  (20)  hours  per 
week  of  work  in  the  prior  month. 

Hospital  Leave  Pay 

Each  full-time  employee  with  one  or  more  years  of  seniority  shall  receive  three  (3)  days  of  Hospital 
Leave  Pay  each  year.  Such  Hospital  Leave  Pay  is  to  be  used  prior  to  the  sick  pay  as  described 
above.  Such  Hospital  Leave  Pay  is  to  be  used  only  when  the  employee  is  admitted  overnight  as  a 
patient  in  a  regularly  constituted,  fully  equipped  licensed  hospital.  The  employee  must  be 
hospitalized  overnight.  The  employee  must  provide  sufficient  proof. 
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The  employee  will  be  paid  his  or  her  regular  straight-time  hourly  rate  of  pay  for  eight  (8)  hours  each 
day  while  confined  in  said  hospital  until  he  or  she  reaches  the  limits  herein  contained.  The 
employee  may  accumulate  unused  Hospital  Leave  Pay  for  a  maximum  of  nine  (9)  days,  and  there 
shall  be  no  cash  out  of  Hospital  Leave  Pay. 

The  last  twelve  (12)  months  prior  to  hiring,  the  employee  shall  be  entitled  to  full  benefits  starting 
with  the  first  month  following  the  completion  of  more  than  twenty  (20)  hours  per  week  of  work 
with  this  Employer. 

Pension  Plan 

PROBATIONARY  EMPLOYEES:  For  probationary  employees  hired  on  or  after  August  1 ,  2007, 
the  Employer  shall  pay  an  hourly  contribution  rate  of  $0.30  during  the  probationary  period  as 
defined  in  Section  2,  but  in  no  case  for  a  period  longer  the  ninety  (90)  calendar  days  from  an 
employee’s  first  date  of  hire.  Contributions  shall  be  made  on  the  same  basis  as  set  forth  in  Section  7 
of  the  Agreement. 

After  the  expiration  of  the  probationary  period  as  defined  in  Section  2,  but  in  no  event  longer  than 
ninety  (90)  calendar  days  from  the  employee’s  first  date  of  hire,  the  contribution  shall  be  increased 
to  the  full  contractual  rate. 

FULL  CONTRACTUAL  RATE: 

The  total  contribution  shall  be  $1.50  per  hour. 


Retirement  Plan/401k 

The  Employer  shall  pay  into  the  Supplemental  Income  401(k)  Plan  Trust  Fund  on  account  of  each 
employee  performing  bargaining  unit  work  for  each  straight-time  hour  worked. 

Employees  working  under  this  Agreement  shall  have  Supplemental  Income  401(k)  Plan  Trust  Fund 
contributions,  as  outlined  below: 

Effective  8/1/2007 


First  3  mos.  No  contribution 

Thereafter  $0.25  per  hour 

Contractual  Vacation  and  holidays  paid  for  but  not  worked  shall  be  considered  as  time  worked  for 
the  purposes  of  this  Section. 

Employees  may  participate,  and  the  Employer  shall  facilitate,  the  Supplemental  Income  401(k) 
Planon  behalf  of  all  employees.. 
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COBRA  Continuation 


The  federal  Consolidated  Omnibus  Budget  Reconciliation  Act  (COBRA)  gives  employees  and  their  qualified 
beneficiaries  the  opportunity  to  continue  health  insurance  coverage  under  the  Company’s  health  plan  when  a 
"qualifying  event"  would  normally  result  in  the  loss  of  eligibility.  Some  common  qualifying  events  are 
resignation,  termination  of  employment,  or  death  of  an  employee;  a  reduction  in  an  employee's  hours  or  a 
leave  of  absence;  an  employee's  divorce  or  legal  separation;  and  a  dependent  child  no  longer  meeting 
eligibility  requirements. 

Under  COBRA,  the  employee  or  beneficiary  pays  the  full  cost  of  coverage  at  the  Company’s  group  rates  plus 
an  administration  fee.  The  Company  provides  each  eligible  employee  with  a  written  notice  describing  rights 
granted  under  COBRA  when  the  employee  becomes  eligible  for  coverage  under  the  Company’s  health 
insurance  plan.  The  notice  contains  important  information  about  the  employee's  rights  and  obligations. 

Worker’s  Compensation  Insurance 

The  Company  provides  a  comprehensive  workers'  compensation  insurance  program  at  no  cost  to  employees. 
This  program  covers  any  injury  or  illness  sustained  in  the  course  of  employment  that  requires  medical, 
surgical,  or  hospital  treatment.  Subject  to  applicable  legal  requirements,  workers'  compensation  insurance 
provides  benefits  after  a  short  waiting  period  or,  if  the  employee  is  hospitalized,  immediately. 

Employees  who  sustain  work-related  injuries  or  illnesses  should  inform  their  supervisor  immediately  but  no 
later  than  within  24  hours.  No  matter  how  minor  an  on-the-job  injury  may  appear,  it  is  important  that  it  be 
reported  immediately.  This  will  enable  an  eligible  employee  to  qualify  for  coverage  as  quickly  as  possible. 

Neither  AutoRetum  nor  the  insurance  carrier  will  be  liable  for  the  payment  of  workers'  compensation 
benefits  for  injuries  that  occur  during  an  employee's  voluntary  participation  in  any  off-duty  recreational, 
social,  or  athletic  activity  sponsored  by  AutoRetum. 

Educational  Assistance 

AutoRetum  recognizes  that  the  skills  and  knowledge  of  its  employees  are  critical  to  the  success  of  the 
organization.  The  educational  assistance  program  encourages  personal  development  through  formal 
education  so  that  employees  can  maintain  and  improve  job-related  skills  or  enhance  their  ability  to  compete 
for  reasonably  attainable  jobs  within  AutoRetum. 

AutoRetum  will  provide  educational  assistance  to  regular  full-time  employees,  as  long  as  Human  Resources, 
at  its  discretion,  approves  the  expense  in  writing  before  the  employee  incurs  the  expenses.  To  maintain 
eligibility  employees  must  remain  on  the  active  payroll  and  be  performing  their  job  satisfactorily  through 
completion  of  each  course. 

Individual  courses  or  courses  that  are  part  of  a  degree,  licensing,  or  certification  program  must  be  related  to 
the  employee's  current  job  duties  or  a  foreseeable-future  position  in  the  organization  in  order  to  be  eligible 
for  educational  assistance.  AutoRetum  has  the  sole  discretion  to  determine  whether  a  course  relates  to  an 
employee's  current  job  duties  or  a  foreseeable-future  position.  Employees  should  contact  Human  Resources 
for  more  information  or  questions  about  educational  assistance. 

While  educational  assistance  is  expected  to  enhance  employees’  performance  and  professional  abilities, 
AutoRetum  cannot  guarantee  that  participation  in  formal  education  will  entitle  the  employee  to  automatic 
advancement,  a  different  job  assignment,  or  pay  increases.  _ 
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Time  Off  For  Literacy  Programs 

If  you  have  illiteracy  problems  you  may  request  the  Company’s  assistance  in  enrolling  in  an  adult  literacy 
program.  The  Company  will  not  pay  for  such  enrollment  or  pay  your  wages  for  participating  in  the  program. 

The  Company  will  make  a  reasonable  effort  to  accommodate  such  requests,  but  will  not  be  required  to  do  so 
if  an  accommodation  would  impose  an  undue  hardship  on  the  Company.  The  Company  will  make  a 
reasonable  effort  to  safeguard  your  privacy  if  you  reveal  an  illiteracy  problem.  If  you  reveal  an  illiteracy 
problem  you  shall  not  be  subject  to  reprisal  because  of  such  disclosure. 

Employee  Parking 

AutoRetum  provides  free  parking  for  employees  at  all  of  its  facilities.  Such  parking  will  be  at  the 
employee’s  own  risk.  Access  to  the  lot  for  significant  others  will  be  allowed  for  the  purpose  of  picking  up  or 
dropping  off  of  employees.  A  list  of  up  to  two  significant  others  will  be  allowed  for  each  employee.  The  list 
will  be  updated  periodically  and  names  should  be  submitted  to  HR.  AutoRetum  Security  will  ask  for 
identification  on  an  “as  needed”  basis. 
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SECTION  III 


Orientation 


To  assist  you  in  learning  your  new  job  the  Company  will  provide  orientation  and  training,  and  may  periodically 
review  your  progress.  A  formal  performance  evaluation  may  be  conducted  at  the  end  of  ninety  (90)  days  to 
determine  if  you  are  meeting  the  requirements  for  the  position. 

If  at  any  time  during  this  process  you  have  questions,  you  are  encouraged  to  talk  to  your  supervisor  or  follow  the 
Company’s  “Open  Door  Policy.” 

Absent  a  written  agreement  with  the  Company  to  the  contrary,  all  employment  both  during  and  after  the 
introductory  period  is  at-will  and  the  completion  of  the  introductory  period  does  not  confer  any  rights  for 
continued  employment. 

Cross  Training 

In  an  effort  to  ensure  all  of  our  employees  provide  the  best  service  to  our  customers,  all  AutoRetum 
employees  are  encouraged  to  cross  train  with  other  functions  throughout  the  company.  In  some  cases,  cross 
training  is  a  mandatory  feature  of  a  job  category  and  performance  reviews  will  be  based  on  the  cross¬ 
functional  performance.  This  will  be  communicated  to  employees  through  a  formal  job  description  that 
outlines  duties  of  each  position.  Employees  will  be  evaluated  on  their  performance  of  the  outlined  duties. 

Performance  Reviews 


The  Company’s  goal  is  to  review  each  employee’s  performance  on  a  schedule  established  by  the  manager.  A 
performance  appraisal  has  the  following  main  objectives: 

1.  To  evaluate  how  the  job  has  been  performed,  to  discuss  this  performance  with  the  individual 
concerned,  and  where  possible  to  determine  how  it  can  be  improved. 

2.  To  evaluate  short  and  long-term  potential,  set  goals  which  support  Company  and  employee 
objectives,  and  determine  a  monitoring  process  for  these  goals. 

Your  supervisor  will  prepare  a  written  evaluation,  which  you  will  have  the  opportunity  to  read.  The 
evaluation  may  be  prepared  with  the  help  of  your  work  peers  and  may  include  your  self-evaluation.  You  will 
meet  with  your  supervisor  to  discuss  the  evaluation.  You  are  encouraged  to  ask  specific  questions  and  to 
comment  about  the  evaluation.  You  may  write  your  own  comments  on  the  evaluation  form. 

You  are  encouraged  to  discuss  your  feelings  about  your  job  and  your  career  goals.  At  the  time  of  your 
performance  evaluation  you  will  be  asked  to  review  and  sign  the  evaluation  form.  Your  signature  does  not 
necessarily  indicate  agreement  with  the  contents  of  that  form  but  merely  indicates  that  you  have  seen  and 
understand  the  contents  of  the  appraisal. 

Performance  evaluations  will  include  factors  such  as  the  quality  and  quantity  of  the  work  performed,  your 
knowledge  of  the  job,  initiative,  work  attitude,  attitude  towards  others,  and  attendance.  The  performance 
evaluation  should  help  you  become  aware  of  your  status,  progress,  the  areas  for  improvement  needed,  and 
the  objectives  for  future  performance.  Positive  performance  evaluations  do  not  guarantee  increases  in  salary 

AutoRetum  33 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal. 


or  promotions.  Salary  increases  and  promotions  are  solely  within  the  discretion  of  the  Company,  and  they 
may  depend  upon  many  factors  in  addition  to  performance. 

Positive  performance  evaluations  do  not  guarantee  continuous  employment.  Whereas  AutoRetum  strives  to 
retain  successful  and  hard-working  employees,  positive  performance  evaluations  cannot  change  the 
employment  at  will  policy  outlined  above. 

Discipline 

AutoRetum  may  provide  oral  counseling,  written  warning,  suspension,  probation  or  immediate  termination, 
depending  on  the  specifics  of  each  case.  Depending  on  the  circumstances,  none  of  these  steps  need  to  occur 
before  termination  of  employment,  however.  An  employee  may  be  terminated  involuntarily  for  reasons  that 
include,  but  are  not  limited  to,  poor  performance,  misconduct  or  other  violations  of  Company’s  rules. 


When  employees  do  not  meet  the  standards  defined  in  this  handbook,  it  is  the  manager's  responsibility  to  act 
in  a  timely  manner  and  initiate  a  program  of  disciplinary  steps  to  address  the  problem.  Examples  of  situations 
which  may  require  the  manager  to  take  immediate  action  include,  but  are  not  limited  to,  physical  fighting  in 
the  workplace,  theft,  excessive  absenteeism  or  chronic  tardiness. 

This  policy  presents  the  basic  principles  and  procedures  of  a  system  of  progressive  discipline  which  is 
intended  to  ensure  that  all  employees  are  treated  as  consistently  and  fairly  as  possible  throughout  the 
Company.  The  disciplinary  program  has  four  major  purposes:  1)  to  ensure  that  the  employee  knows  what  the 
problem  is;  2)  to  communicate  what  the  manager's  expectations  are  in  order  for  the  employee  to  correct  the 
problem;  3)  to  provide  appropriate  penalties  for  improper  work  conduct;  and  4)  to  provide  a  record  of 
corrective  action  taken  by  managers  in  such  problem  situations. 

Progressive  Discipline 

Progressive  discipline  is  a  formal  process  which  includes  several  steps  or  levels  of  discipline,  each  of  which 
provides  the  employee  with  the  opportunity  to  correct  the  problem  or  inadequacy.  There  are  fourteen  (14) 
infractions  (“Cardinal  Infractions”)  by  employees  that  can  result  in  immediate  termination  or  suspension  to 
enable  a  full  investigation  to  be  conducted. 

The  following  process  will  be  implemented  to  deal  with  circumstances  where  an  employee  has  committed  a 
Cardinal  Infraction: 

1 .  The  manager  must  conduct  a  thorough  fact-finding  investigation  which  includes  collection  of  all 
information  and  applicable  records.  If  the  manager  deems  it  necessary,  the  employee  may  be  suspended 
with  pay  to  enable  time  for  the  investigation  of  facts  in  cases  where  the  circumstances  could  result  in 
unsafe  working  conditions  for  the  employee,  coworkers,  customers  or  others.  A  formal  notice  of  this 
decision  must  be  sent  to  the  employee  within  ten  (10)  days  of  any  incident  or  the  manager  becoming 
aware  of  the  incident. 

2.  Hold  an  initial  meeting  with  the  employee.  The  meeting  must  be  attended  by  a  witness  from  the  Human 
Resources  group.  During  the  discussion,  the  manager  should  state  the  problem  clearly  and  allow  the 
employee  to  respond. 

3.  Follow  up  with  the  employee  after  the  meeting  and  after  all  information  has  been  gathered  to  report  the 
findings.  The  manager  and  a  representative  from  the  Human  Resources  Group  should  meet  at  least  24 
hours  before  this  meeting  to  finalize  the  documents  and  discussion  points.  The  meeting  should  be 
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attended  by  a  witness  from  the  HR  group.  It  must  be  made  clear  to  the  employee  which  level  or  step  of 
the  discipline  process  is  being  applied. 

4.  Provide  a  follow  up  letter  to  the  employee  with  a  copy  to  remain  in  the  employee’s  personnel  file  as  soon 
as  possible  after  the  meeting  and  never  more  than  10  days  after  the  decision  on  discipline  has  been  made. 
The  letter  must  include  the  date  and  time  of  the  follow-up  meeting,  a  brief  statement  of  the  problem,  the 
manager's  expectations,  and  the  conclusion  reached  in  the  meeting.  The  stage  of  discipline  must  be 
clearly  noted. 

The  following  process  will  be  implemented  to  deal  with  circumstances  where  an  employee  has  committed  an 

infraction  other  than  a  Cardinal  Infraction: 

A.  Preliminary  Actions,  Prior  to  moving  to  formal  discipline  the  manager  should  do  the  following: 

1)  Conduct  a  thorough  fact-finding  which  includes  collection  of  all  information  and  applicable  records. 

2)  Hold  a  discussion  in  private  with  the  employee.  During  the  discussion  the  manager  must  state  the 
problem  clearly  and  allow  the  employee  to  respond. 

3)  Follow  up  with  the  employee  after  the  meeting  and  after  all  information  has  been  gathered,  to  report 
the  findings.  If  the  manager  intends  to  move  to  formal  discipline,  the  meeting  should  be  attended  by 
a  witness  from  the  HR  group.  The  manager  and  a  representative  from  the  Human  Resources  Group 
should  meet  at  least  24  Hours  before  this  meeting  to  finalize  the  documents  and  discussion  points. 
Clearly  communicate  to  the  employee  which  level  or  step  of  the  discipline  process  is  being  applied. 

4)  Provide  a  follow  up  letter  to  the  employee  with  a  copy  to  remain  in  the  employee’s  personnel  file  as 
soon  as  possible  after  the  meeting  and  never  more  than  10  days  after  the  incident.  The  letter  must 
include  the  date  and  time  of  the  follow-up  meeting,  a  brief  statement  of  the  problem,  the  manager's 
expectations,  and  the  conclusion  reached  in  the  meeting.  The  stage  of  discipline  must  be  clearly 
noted  and  a  statement  should  be  included  that  notes  that  lack  of  improvement  will  result  in  further 
discipline. 

B.  The  Steps  of  Progressive  Discipline.  There  are  three  steps  in  the  progressive  discipline  process  for 

infractions  other  than  Cardinal  infractions. 

All  disciplinary  action  must  be  taken  within  a  reasonable  time  frame. 

1 .  Oral  Warning.  Oral  warnings  are  appropriate  for  first  offenses.  It  is  important  that  managers  not 
overuse  the  oral  warning  for  the  same  type  of  offense  -  no  more  than  two  oral  warnings  should  be 
given  for  the  same  type  of  offense. 

If  the  manager  believes  that  an  oral  warning  is  appropriate,  it  must  be  made  clear  to  the  employee 
that  the  oral  warning  is  the  first  step  in  the  progressive  discipline  process.  The  manager  must  have  a 
full  discussion  with  the  employee  before  filing  a  written  summary  of  the  oral  warning  to  ensure  that 
the  employee  has  the  opportunity  to  respond  or  to  give  additional  information.  The  oral  warning 
must  be  documented  for  the  manager's  record  and  it  is  recommended  that  a  note  summarizing  the 
warning  be  given  to  the  employee.  The  record  and  note  must  record  the  date,  time  and  reason  for  the 
warning. 

2.  Final  Written  Warning.  After  an  employee  has  received  an  oral  warning,  a  subsequent  offense  for  the 
same  type  of  infraction  should  be  addressed  by  a  final  written  reprimand.  Managers  must  review  the 
draft  of  the  final  written  reprimand  with  the  Office  of  Human  Resources.  An  infraction  other  than  a 
Cardinal  Infraction:  manager  and  employee  will  meet  to  discuss  the  problem.  In  the  discussion,  the 
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manager  must  review  the  incident  or  performance  problem  which  requires  the  reprimand  and  the 
manager  and  employee  should  exchange  ideas  and  information  regarding  solution(s)  to  the  problem. 
The  manager  and  a  representative  from  the  Human  Resources  Group  should  meet  at  least  24  hours 
before  this  meeting  to  finalize  the  documents  and  discussion  points.  The  employee  must  be  given 
the  option  of  having  a  union  representative  present  at  the  beginning  of  the  meeting.  The  written 
reprimand  must  be  given  to  the  employee  directly  following  the  discussion,  with  copies  to  the  Office 
of  Human  Resources  and  the  employee's  official  personnel  file  and  in  no  case  later  than  10  days  after 
the  incident.  It  must  be  made  clear  to  the  employee  which  level  or  step  of  the  discipline  process  is 
being  applied. 

The  final  written  warning  must: 

*  Be  identified  as  a  disciplinary  final  warning; 

•  Describe  as  specifically  as  possible  the  situation  which  prompted  the  warning;  including  day, 
date,  time,  location,  and  what  the  manager  saw  or  heard; 

*  Indicate  why  the  behavior  or  performance  is  unacceptable; 

*  Review  the  decisions  that  were  reached  during  the  discussion  regarding  how  the  employee 
would  correct  the  problem; 

•  State  that  the  written  warning  will  be  the  employee’s  final  warning  and  the  Company  plans 
to  take  disciplinary  action  by  suspending  them  for  a  time  period  from  one  (1)  to  fifteen  (15) 
days  without  pay.  In  addition,  if  the  employee  allows  the  same  type  of  infraction  to  occur 
again  within  a  period  of  six  (6)  months  from  the  date  of  the  last  infraction,  then  the 
employee  will  be  terminated.  The  length  of  the  suspensions  will  be  determined  by  the 
manager  in  consultation  with  Human  Resources;  and 

•  State  that  the  Company  is  willing  to  provide  an  alternative  form  of  discipline  to  the 
suspension  without  pay  by  having  the  employee  choose  and  document  acceptance  by 
initialing  and  signing  a  document  stating  that  over  the  next  365  days  ("Probation")  the 
employee  will  not  have  any  additional  infractions  or  the  infraction  will  result  in  termination. 
In  addition,  the  employee  must  agree  that  if  they  successfully  complete  their  Probation,  and 
then  subsequently  violate  the  same  type  of  infraction  within  the  12  months  following  the 
date  the  Probation  ends,  it  will  result  in  an  immediate  application  of  disciplinary  action. 

3.  Termination  of  employment  is  the  culmination  of  the  progressive  discipline  process.  Whenever 
possible,  the  Office  of  Human  Resources  should  conduct  a  pre-termination  meeting.  The  purpose  of 
the  meeting  is  to  review  with  the  employee's  manager  and  the  employee,  the  past  record  and  any  new 
circumstances  leading  to  the  manager's  request  to  terminate.. 


Attendance  and  Punctuality 

Regular  attendance  and  punctuality  is  an  important  job  requirement.  The  Company  must  be  able  to  respond  to 
its  customers’  and  clients’  needs.  In  order  to  perform  this  obligation,  it  is  essential  that  all  employees  report  to 
work  regularly  and  on  time.  It  is  each  employee’s  responsibility  to  overcome  minor  inconveniences  and  to  strive 
for  perfect  attendance. 
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If  any  employee  is  unable  to  report  to  work  on  a  scheduled  workday  (including  scheduled  overtime),  the 
employee  must  notify  their  department  supervisor  by  a  minimum  of  one  hour  before  their  scheduled  shift  time. 
In  cases  of  absences  exceeding  one  (1)  day,  it  is  the  employee’s  responsibility  to  arrange  a  reporting  schedule 
with  the  manager.  If  the  employee  wishes  to  apply  for  one  of  the  Company’s  leave  policies,  the  employee 
should  follow  the  reporting  policy  delineated  in  that  policy. 

An  ABSENCE  is  defined  as  one  or  more  regularly  scheduled  consecutive  workdays  or  a  portion  of  a  workday 
when  you  are  not  present  at  work. 

❖  Planned:  You’re  expected  to  schedule  planned  absences  as  far  in  advance  as  possible,  with  the 
agreement  of  your  supervisor. 

❖  Unexpected:  If  you  need  to  be  absent  due  to  an  illness  or  emergency,  you  must  notify  your 
supervisor  as  soon  as  possible,  if  possible  at  least  one  (1)  hour  before  your  official  start  time. 

❖  Without  notice:  If  you  are  absent  for  three  days  without  notifying  the  Company,  you  may  be 
considered  to  have  voluntarily  resigned  as  of  the  close  of  the  third  day 

❖  Excessive:  If  you  have  frequent  absences,  your  manager  or  Human  Resources  will  counsel  you. 
(See  chart  below.) 

PUNCTUALITY  is  a  requirement  for  continued  employment  at  AutoRetum.  Excessive  tardiness  may  result 
in  disciplinary  action,  up  to  and  including  termination.  Tardiness  is  defined  as  arriving  after  the  normal 
starting  time.  Your  supervisor  sets  punctuality  standards  for  your  department. 


Excessive  Absenteeism  or  Tardiness 

If  you  have 

It  will  result  in 

Four  (4)  separate  absence  or  tardiness 

occurrences  in  a  six-month  period 

Informal  Warning  (oral) 

Additional  absence  or  tardy  after  the  oral 

warning  in  a  twelve-month  period 

Final  Warning  with  Probation  or 

Suspension  (in  writing) 

Continuing  absenteeism  or  tardiness 

Termination 

Any  employee’s  absence  from  work  without  proper  notification  may  be  considered  a  voluntary  resignation  of 
employment.  The  Company  may  require  documented  evidence  of  illness  and/or  a  medical  opinion  of  fitness  to 
return  to  work  following  an  absence  of  three  or  more  days. 
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Inefficiency,  incompetence,  or  negligence  in  the  performance  of  duties 


Excessive  Performance  Issues 

If  you  have 

It  will  result  in 

Any  Combination  of  the  following  items 

that  add  up  to  4  points  in  a  six-month 

period: 

❖  Monetary  error  greater  than  $75  (3  points) 

♦>  Any  monetary  error  greater  than  $5(1  point) 

❖  Any  non-monetary  error  (one-half  point) 

Informal  Warning  (oral) 

Additional  performance  issues  after  the 

Final  Warning  with  Probation  or 

oral  warning  in  a  twelve-month  period 

Suspension  (in  writing) 

Continuing  negligence 

Termination 

Hours  and  Pay 


Work  week,  Hours,  and  overtime: 

A.  The  workweek  shall  consist  of  forty  (40)  hours,  five  (5)  consecutive  workdays  of  eight  (8)  hours  each  to 
be  worked  within  nine  (9)  hours. 

B.  No  split  work  week  unless  approved  by  management  and  HR  in  any  one  instance,  by  a  Letter  of 
Understanding. 

C.  Lunch  Period:  All  employees  shall  be  entitled  to  a  minimum  of  one-half  hour  and  a  maximum  of  one 
hour  lunch  period.  The  lunch  period  shall  commence  not  less  than  three  and  one-half  (3  Vi)  nor  more  than 
five  and  one-half  (5  Vi)  hours  after  the  employee’s  starting  time,  except  where  otherwise  agreed  by  the 
Employer  and  employee. 

D.  The  Employer  shall  give  at  least  one  (1)  week’s  notice  to  the  employee  of  any  contemplated  shift  change. 
This  provision  can  be  waived  by  mutual  consent  of  the  Employer  and  employee. 

E.  All  work  performed  in  excess  of  eight  (8)  hours  per  day  and/or  five  (5)  days  per  week  shall  be  paid  for  at 
the  rates  specified  in  Section  13  of  this  Agreement.  Overtime  must  be  paid  by  cash  or  check  and  shall  not  be 
traded  for  time  off. 
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F.  All  work  performed  in  excess  of  eight  (8)  hours  per  day  and/or  forty  (40)  hours  per  week  shall  be  paid  for 
at  the  rate  of  time  and  one-half  (1  1/2)  of  the  prescribed  rate*  Time  worked  on  the  sixth  (6th)  consecutive  day 
of  any  one  week  shall  be  paid  at  the  rate  of  one  and  one-half  (1  1/2)  of  the  prescribed  rate.  Time  worked  on 
the  seventh  (7th)  consecutive  day  of  any  one  week  shall  be  paid  at  the  rate  of  double  (2  times)  the  prescribed 
rate. 

G.  All  time  worked  in  excess  than  twelve  (12)  hours  in  any  one  work  day  shall  be  paid  for  at  double  (2 
times)  the  employee’s  rate  of  pay. 

H.  Maximum  Rate:  Maximum  rate  payable  under  this  Agreement  is  triple  (3  times)  the  straight-time  rates 
based  on  the  rate  applicable. 

I.  No  Reduction:  No  full-time  employee  working  less  than  the  maximum  hours  or  receiving  more  than  the 
minimum  wage  set  forth  herein  shall  suffer  an  increase  in  hours  or  a  reduction  in  wages  by  reason  of  the 
signing  of  this  Agreement,  and  conditions  of  employment  now  existing  in  any  place  of  business  more 
favorable  than  specified  in  this  contract  shall  be  maintained.  This  Section  shall  not  apply  to  commissions, 
now  or  in  the  future,  paid  to  employees  for  sales  of  tires  or  other  commodities  where  special  incentive 
allowances  are  made. 

J.  Hour  Guarantees:  Four  (4)  and  eight  (8)  Hour  Guarantees:  All  employees  ordered  to  report  or  working 
four  (4)  hours  or  less  receive  four  (4)  hours  pay;  all  employees  ordered  to  report  or  working  more  than  four 
(4)  hours  shall  receive  not  less  than  eight  (8)  hours  pay.  These  guarantees  shall  be  limited  to  the  straight- 
time  working  hours. 

K.  The  Employer  may  establish  a  six  (6)  hour  work  day,  said  schedule  will  be  posted  for  bid  and  will  only 
be  implemented  if  employees  voluntarily  bid  for  the  shift.  No  full-time  employees  shall  be  scheduled  for  a 
six  (6)  hour  workday  if  he  or  she  does  not  volunteer. 

L.  The  Employer  may  establish  a  four  (4)  day,  ten  (10)  hour  work  week.  Said  schedule  will  be  posted  for 
bid  and  will  only  be  implemented  if  employees  voluntarily  bid  the  shift. 

M.  The  employee  shall  be  off  Friday,  Saturday,  Sunday  or  Saturday,  Sunday  Monday,  but  no  employee  will 
be  required  to  work  a  four  (4)  day,  ten  (10)  hour  work  week. 

N.  All  time  worked  in  excess  of  ten  (10)  hours  per  day  and/or  forty  (40)  hours  per  week  shall  be  paid  for  at 
the  rate  of  time  and  one-half  (1  !4).  The  sixth  (6th)  consecutive  day  worked  will  be  paid  at  double  (2  times) 
the  regular  straight-time  pay  and  the  seventh  (7th)  consecutive  day  worked  shall  be  paid  triple  (3  times)  the 
straight  time  rate  of  pay. 

O.  Employees  on  a  four  day  week  required  to  work  on  the  fifth  (5th)  day  when  it  falls  on  a  negotiated 
Holiday,  shall  be  paid  two  and  one-half  (2  Vf)  times  the  regular  straight  time  rate  of  pay.  Employees  on  the 
four  day  week  required  to  work  on  the  sixth  (6th)  day  when  it  falls  on  a  Holiday  shall  be  paid  triple  (3  times) 
the  straight  time  rate  of  pay. 

P.  The  Employer  may  establish  a  split  shift.  Said  shift  shall  only  be  implemented  if  an  employee  volunteers. 
(A)  Split  shift  shall  be  within  twelve  (12)  consecutive  hours.  Four  (4)  hours  on,  four  (4)  hours  off,  four  (4) 
hours  on.  (B)  Split  shift  shall  be  within  ten  (10)  consecutive  hours.  Three  (3)  hours  on,  four  (4)  hours  off, 
three  (3)  hours  on. 

No  employee  shall  be  scheduled  for  a  split  shift  if  not  voluntary.  Volunteer  employees  shall  be  paid  a 
premium  of  ten  percent  (10%)  above  employee’s  rate  of  pay. 
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Timekeeping  Requirements 


Accurately  recording  time  worked  is  the  responsibility  of  every  non-exempt  employee.  AutoRetum  will 
keep  an  accurate  record  of  time  worked  in  order  to  calculate  employee  pay  and  benefits.  Time  worked  is  all 
the  time  actually  spent  on  the  job  performing  assigned  duties. 

Non-exempt  employees  are  required  to  record  accurately  the  time  they  begin  and  end  their  work,  as  well  as 
the  beginning  and  ending  time  of  each  meal  period  by  clocking  in  and  out  of  the  timekeeping  system.  They 
should  also  record  the  beginning  and  ending  time  of  any  split  shift  or  departure  from  work  for  personal 
reasons.  Overtime  work  must  always  be  approved  by  a  supervisor  before  it  is  performed. 

Altering,  falsifying,  tampering  with  time  records,  or  recording  time  on  another  employee's  time  record  may 
result  in  disciplinary  action,  up  to  and  including  termination  of  employment. 

It  is  the  employee’s  responsibility  to  verify  his/her  time  records  to  certify  the  accuracy  of  all  time  recorded. 
Supervisors  will  review  and  then  approve  the  time  record  before  submitting  it  for  payroll  processing. 
Additionally,  if  corrections  or  modifications  are  made  to  the  time  record,  both  employee  and  supervisor  must 
verify  the  accuracy  of  the  changes  by  initialing  the  time  record. 

All  employees  must  record  their  absences. 

Any  errors  on  your  payroll  record  or  time  sheet  should  be  reported  immediately  to  your  supervisor  or  to  the 
Payroll  Department. 

Rest  Periods 

Each  workday,  non-exempt  employees  are  provided  with  a  certain  number  of  rest  periods.  To  the  extent 
possible,  rest  periods  will  be  provided  in  the  middle  of  work  periods.  Since  this  time  is  counted  and  paid  as 
time  worked,  employees  must  not  be  absent  from  their  workstations  beyond  the  allotted  rest  period  time. 

Due  to  the  nature  of  the  AutoReturn  service ,  with  its  peaks  of  customer  activity  several  times  a  day , 
employees  will  not  be  permitted  to  take  their  breaks  when  there  are  customers  waiting  in  line  or  waiting  in 
the  phone  queue,  unless  authorized  by  a  supervisor 

Rest  breaks  will  be  provided  at  the  rate  of  ten  (10)  consecutive  minutes  for  each  four  hours  worked  (see  table 
below).  Rest  breaks  may  not  be  combined  with  or  added  on  to  meal  breaks,  even  at  the  employee’s  request. 
Nor  may  they  be  used  to  start  your  workday  10  minutes  late  or  end  it  10  minutes  early. 

Ten-minute  rest  breaks  will  be  provided  as  follows  for  the  work  hours  involved: 


Hours  of  Work 

Rest  Breaks 

0-3.5 

0 

3.5 -6.0 

1 

6.0  -  10.0 

2 

10.0  -  14.0 

3 

14.0-18.0 

4 

Sleeping  is  not  permitted  at  any  time  on  work  premises,  during  working  hours  or  breaks.  If  an  employee  is 
found  to  be  sleeping,  disciplinary  action  will  be  taken,  up  to  and  including  termination. 

Meal  Periods 
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All  full-time  employees  who  work  more  than  five  (5)  hours  in  one  day  are  provided  with  at  least  one  thirty 
(30)  minute  meal  period  each  workday.  Meal  periods  are  unpaid.  Supervisors  will  schedule  meal  periods  to 
accommodate  operating  requirements.  Employees  will  be  relieved  of  all  active  responsibilities  and 
restrictions  during  meal  periods  and  are  free  to  leave  Company  premises. 

If  an  employee  works  only  six  (6)  hours  in  one  day,  the  employee  may  voluntarily  choose  not  to  take  the 
meal  break. 

A  second  meal  break  of  at  least  thirty  (30)  minutes  will  be  given  for  all  workdays  on  which  an  employee 
works  more  than  ten  (10)  hours.  The  second  meal  break  may  be  waived  only  if: 

— >  The  total  hours  worked  on  that  workday  is  not  more  than  twelve  (12); 

— >  There  is  mutual  consent  of  the  employer  and  employee;  and 
— »  The  first  meal  break  of  the  workday  was  not  waived. 

Payroll 


Pay  Periods 

The  Company’s  formal  work  week  begins  at  12:00  a.m.  Wednesday.  AutoRetum  pays  and  distributes 
checks  to  non-exempt  employees  every  other  Monday  for  a  bi-weekly  pay  frequency  and  pays  and  distributes 
checks  to  exempt  employees  on  the  15th  and  last  day  of  each  month. 

In  the  event  that  a  regularly  scheduled  payday  falls  on  a  day  off  such  as  a  weekend  or  holiday,  employees 
will  receive  pay  on  the  last  day  of  work  before  the  regularly  scheduled  payday. 

If  a  regular  payday  falls  during  an  employee's  vacation,  the  employee's  paycheck  will  be  available  upon  his 
or  her  return  from  vacation. 

Employees  may  have  pay  directly  deposited  into  their  bank  accounts  if  they  provide  advance  written 
authorization  to  AutoRetum.  Employees  will  receive  an  itemized  statement  of  wages  when  AutoRetum 
makes  direct  deposits. 

Advances  against  future  wages  are  not  given. 


Payroll  Deductions 

All  employees  are  subject  to  taxes  on  earnings  as  follows:  (1)  Federal  and  State  income  tax  withholding;  (2) 
Social  Security  tax  (FICA);  and  (3)  State  Disability  Insurance.  Original  tax  withholding  forms  are  completed 
during  new-hire  sign-up.  To  change  withholdings  (or  if  a  change  of  name  or  marital  status  occurs),  you  can 
contact  Human  Resources  to  fill  out  a  new  federal  form  W-4. 

AutoRetum  offers  programs  and  benefits  beyond  those  required  by  law.  Eligible  employees  may  voluntarily 
authorize  deductions  from  their  paychecks  to  cover  the  costs  of  participation  in  these  programs. 

If  you  have  questions  concerning  why  deductions  were  made  from  your  paycheck  or  how  they  were 
calculated,  please  contact  Human  Resources. 
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AutoRetum  takes  all  reasonable  steps  to  ensure  that  employees  receive  the  correct  amount  of  pay  in  each 
paycheck  and  that  employees  are  paid  promptly  on  the  scheduled  payday. 

In  the  unlikely  event  that  there  is  an  error  in  the  amount  of  pay,  the  employee  should  promptly  bring  the 
discrepancy  to  the  attention  of  Human  Resources  so  that  corrections  can  be  made  as  quickly  as  possible. 


Overtime 


Non-exempt  employees  are  eligible  for  overtime.  However,  your  manager  may  require  prior  approval  of 
overtime  before  it  is  worked.  Employees  who  work  unauthorized  overtime  are  subject  to  discipline,  up  to  and 
including  termination. 

An  overtime  rate  of  one  and  one-half  times  the  regular  rate  is  paid  on  the  actual  hours  worked  in  excess  of  forty 
(40)  hours  in  one  pay  week,  (or)  eight  (8)  hours  in  one  day  (or)  the  first  eight  (8)  hours  of  work  on  the  seventh 
day  in  any  work  week.  An  overtime  rate  of  two  times  the  hourly  rate  (double  pay)  is  applied  to  the  actual  hours 
worked  in  excess  of  twelve  (12)  hours  in  any  one  work  day  (or)  any  hours  in  excess  of  eight  (8)  on  the  seventh 
consecutive  work  day,  in  any  work  week. 

Management  expects  that  employees  will  work  overtime  hours  when  requested.  Advance  notice  will  be  given  to 
employees  whenever  possible;  however,  employees  should  be  aware  that  emergencies  do  occasionally  arise  that 
do  not  permit  advance  notification.  Managers  will  make  every  effort  to  notify  the  employee  as  soon  as  possible 
when  overtime  work  is  required. 

Pay  received  for  hours  such  as  sick  time,  holidays,  vacations,  or  paid  time  off,  etc.,  is  not  considered  time 
worked  for  purposes  of  computing  overtime. 

Expense  Reimbursement 

AutoRetum  will  reimburse  your  authorized  personal  expenditures  related  to  the  conduct  of  the  Company’s 
business  if  you  obtain  written  pre-authorization  from  a  member  of  the  management.  The  Company  will 
reimburse  actual  expenses  incurred;  the  Company  does  not  pay  “per  diem.”  You  must  submit  receipts  for  all 
expenses.  Expense  reports  must  be  filed  within  a  reasonable  period  of  time,  no  later  than  one  month  from  the 
date  of  the  expense,  unless  approved  by  an  officer  of  the  company. 

Reimbursable  expenses  include: 

Reimbursable  expenses  include  but  are  not  limited  to: 

—>  Air  Travel  -  coach  or  economy  tickets  for  all  domestic  and  international  travel  booked  at  least  14 
days  in  advance  whenever  possible 
— >  Lodging  -  business-class  guestroom. 

->  Rental  Car  -  whenever  other  transportation  would  be  impractical. 

Mileage 

Mileage  is  defined  as  ordinary,  necessary,  and  reasonable  reimbursement  for  employees  who  are  required  to 
use  their  personal  cars  in  the  efficient  performance  of  their  duties.  The  calculation  is  the  actual  business 
mileage  times  the  reimbursement  rate  allowed  by  U.S.  Department  of  Treasury  Internal  Revenue  Service 
Regulations.  The  mileage  reimbursement  includes  the  cost  of  gas,  vehicle  maintenance,  insurance  coverage 
and  various  other  expenses.  To  ensure  proper  reimbursement  of  mileage,  it  is  required  that  employees 
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submit  an  expense  report  for  business  mileage.  You  will  be  reimbursed  for  mileage  expense  that  is  in  excess 
of  your  normal  commute  to  your  primary  work  place  for  the  miles  you  drive  for  business  purposes  only. 
Your  primary  workplace  is  the  AutoRetum  office  in  San  Francisco  at  which  you  work  on  a  regular  basis. 

Guidelines 

*  Calculate  mileage  from  your  normal  place  of  business  to  your  destination  and  return. 

*  Additional  mileage  to/from  home  is  not  reimbursable. 

*  Reimbursable  at  a  rate  not  to  exceed  the  IRS  tax-deductible  rate. 

*  Effective  February,  2009,  the  IRS  tax-deductible  mileage  reimbursement  rate  will  be  $0.58  cents 
per  mile. 

*  Refer  to  IRS  Publication  463  for  further  guidance. 

Requirements 

Associates  who  travel  by  automobile  on  AutoRetum  business  without  incurring  expenses  other  than 
automobile  mileage  expense  must  detail  the  mileage  traveled  as  part  of  the  automobile  mileage  to  be 
reimbursed. 

Reporting  Mileage  Expenses 

*  Record  as  Mileage. 

*  By  changing  the  business  purpose,  incidentals  like  parking  and  mileage  can  be  bundled  and 
submitted  together  on  one  expense  report. 

*  By  holding  expenses  amounting  to  $25  or  less  until  the  next  expense  report  is  filed  can 
significantly  reduce  the  number  submissions. 

*  Enter  requirements  as  prompted.  Costs  will  be  reviewed  for  reasonableness  according  to  pre¬ 
programmed  business  rules. 

Employee  Meals 

When  traveling  on  Company  business,  up  to  the  following  amounts  will  be  reimbursed  without  a  receipt: 
breakfast  ($7.00);  lunch  ($10.00);  dinner  ($15.00). 

Business  Meals  and  Entertainment 

Business  Meals  and  Entertainment  will  be  reimbursed  if  directly  related  to  the  active  conduct  of  the 
Company's  trade  or  business;  the  meal  or  entertainment  must  directly  precede,  include,  or  follow  substantial 
business  discussion. 

Miscellaneous  Expenses 

Expenses  directly  or  indirectly  related  to  Company  business  (such  as  freight,  office  supplies,  books,  postage) 
must  be  pre-approved  and  may  require  a  separate  purchase  order  with  receipts. 


Professional  Appearance  Standards 

The  Company  wishes  to  portray  a  professional  business  appearance  and,  therefore,  all  employees’  style  of  dress 
and  grooming  should  reflect  that  image.  Employees  are  required  to  present  themselves  during  working  hours  in 
attire  that  is  appropriate  (please  see  details  below)  to  their  position  and  the  nature  of  the  work  performed.  If  an 
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employee  violates  the  dress  code,  that  employee  will  be  instructed  to  go  home  to  change  and  the  time  away  from 
work  will  be  unpaid.  Repeat  violations  will  receive  written  reprimand  and  possible  dismissal.  The  dress  code 
will  be  reviewed  and  updated  annually.  The  company  reserves  the  right  to  change  the  dress  code  at  any  time. 

Those  employees  who  do  not  interact  with  the  public  may  be  exempted  from  some  or  all  of  these  standards.  The 
decision  is  at  the  discretion  of  the  direct  supervisor. 


Dress  Code  Details 

Those  employees  that  interact  with  customers  are  required  to  wear  an  Auto  Return  uniform  or  shirt.  They  must 
wear  nice  pants  in  good  condition. 

For  those  employees,  not  interacting  with  customers,  the  dress  code  is  as  follows: 

For  men,  appropriate  work  attire  is  considered: 

•  Casual  pants:  cotton,  wool,  and  blends;  blue  jeans  and  corduroys  okay. 

•  Casual  shirts:  collared  shirts,  button-down  shirts,  turtlenecks,  and  polo  shirts.  They  can  be  a  variety  of 
muted  colors,  such  as  blue,  gray,  striped,  checked,  or  patterned; 

•  Casual  coats  and  ties;  Sports  coats  and  knit  ties. 

Note:  Weekend  clothes  such  as  golf  attire,  shorts,  sweats,  T-shirts,  and  sleeveless  shirts  are  not  considered 
business  casual. 

For  woman,  appropriate  work  attire  is  considered: 

•  Dress,  skirt/blouse  combinations; 

•  Blouses  with  slacks,  pantsuits; 

•  Casual  Pants  and  Skirts;  fabrics  can  be  cotton,  wool,  and  blends;  blue  jeans  and  corduroys  okay. 

Note:  Weekend  clothes,  such  as  shorts,  leggings,  T-shirts,  tank  tops,  or  the  like  are  not  considered  business 
casual. 

For  both: 

•  Appropriate  footwear:  clean  athletic  shoes,  no  sandals; 

■  No  shorts  or  sweats; 

•  No  clothes  or  accessories  with  political,  slogans,  derogatory  words,  advertisements  for  competitive 
products  or  services; 

•  No  revealing  or  skin-tight  clothes; 

•  All  clothing  must  be  neat,  clean,  and  in  good  repair; 

•  Clothing  that  is  faded,  stained,  discolored,  tom,  patched,  ripped,  frayed,  excessively  wrinkled  or  missing 
buttons  is  not  appropriate; 

»  Undergarments  are  required  clothing; 

•  Body  piercing  to  be  kept  to  a  minimum. 

To  be  in  line  with  all  professional  standards  of  dress  at  AutoRetum,  the  dying  of  your  hair  should  be  limited 
to  natural  color  tones  such  as  blacks,  blondes,  yellows,  browns,  oranges,  and  reds.  Any  primary  colors 
(except  for  yellow  and  natural  shades  of  red)  or  other  pastel  or  florescent  colors  such  as  pinks,  purples,  blues, 
greens,  etc.  are  not  considered  natural  color  tones  and  are  not  allowed.  A  violation  of  this  rule  will  result  in 
disciplinary  action  up  to  and  including  termination.  Exceptions  for  this  rule  may  exist  should  the  dying  of 

AutoRetum  44 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


your  hair  be  necessary  for  medical,  religious,  or  cultural  reasons.  If  you  believe  an  exception  exists,  or 
should  you  have  any  questions,  or  need  clarification  on  appropriate  hair  dye  color,  please  contact  Human 
Resources. 

Personal  Hygiene 

All  employees  are  expected  to  maintain  clean  and  appropriate  oral  and  bodily  hygiene.  The  excessive  use  of 
perfume  or  cologne  is  unacceptable. 

Makeup  should  be  used  in  moderation.  Colors  must  be  soft  and  understated,  without  heavy  colors  or  dramatic 
styles. 

Employees  must  keep  their  fingernails  clean  and  trimmed  to  a  uniform  length  of  a  half  inch  or  less,  and  nail 
colors  should  be  conservative. 

Other 

Anything  not  addressed,  general  appearance  should  be  well  groomed  in  order  to  reflect  well  upon  the 
Company’s  image. 

Employees  who  are  in  doubt,  or  have  questions  about  the  specific  personal  appearance  standards  or  dress  code 
should  consult  their  supervisor.  Any  employee  who,  in  the  supervisor’s  sole  discretion,  appears  for  work  in  a 
manner  that  does  not  conform  to  the  Company’s  standards  may  be  required  to  return  home  to  obtain  appropriate 
attire,  and  the  period  of  absence  may  be  treated  as  unpaid  leave.  Repeated  violation  of  this  policy  may  result  in 
disciplinary  action,  up  to  and  including  discharge. 


Voicemail,  E-mail  and  Internet  Use 

The  voicemail,  e-mail,  computer  systems  and/or  access  to  the  Internet  are  provided  by  the  Company  to  assist 
its  employees  in  carrying  out  the  business  of  the  Company.  The  Company  treats  all  messages,  received  or 
stored,  as  business  messages,  which  the  Company  is  entitled,  if  deemed  necessary,  to  access,  review,  copy, 
delete,  or  save  for  any  purpose  and  to  disclose  them  to  anyone  that  it  deems  appropriate.  The  Company  may 
override  any  applicable  password  or  codes  in  accordance  with  the  best  interests  of  the  Company,  its 
employees,  clients,  customers  or  visitors. 

The  Internet  is  to  be  used  for  business  purposes  only  and  should  not  be  utilized  for  personal  reasons.  Access 
to  pornographic  or  other  inappropriate  websites  is  strictly  prohibited. 

Use  of  the  voicemail,  e-mail,  computer  systems,  or  internet  to  engage  in  communications  against  Company 
policy,  such  as  unethical  business  practices,  defamatory,  obscene,  offensive  or  harassing  or  otherwise 
inappropriate  messages,  is  prohibited. 


Telephones 


The  proper  use  of  telephone  etiquette  reflects  our  commitment  to  a  high  standard  of  customer  service.  In 
addition  defined  telephone  skills  are  essential  to  the  efficient  operation  of  the  Company. 
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We  have  therefore  established  the  following  standards  to  be  followed  when  using  the  telephone  during  business 
hours. 

Business  Calls 

Incoming  calls  should  be  answered  promptly  and  courteously.  Employees  should  use  the  accepted  form  of 
greeting  when  answering  phone  calls.  ‘Thank  you  for  calling  Auto  Return.  This  is  (name),  how  may  I  help 
you?” 

Calls  should  be  forwarded  to  the  appropriate  person  as  quickly  as  possible.  If  unavailable,  a  detailed  message 
should  be  taken  for  a  follow  up  phone  call. 

Callers  should  not  be  placed  on  hold  for  long  periods  of  time.  It  is  important  to  check  with  the  caller  periodically 
to  assess  if  they  want  to  continue  to  hold. 

Telephone  messages  are  to  be  returned  in  a  timely  manner. 

Personal  Calls 

Personal  calls  are  to  be  kept  to  a  minimum  so  as  not  to  interfere  with  business  calls. 

Personal  phone  calls  should  be  made  during  break  time,  unless  there  are  extenuating  circumstances. 

Personal  cell  phones  should  be  set  to  vibrate  or  be  turned  off  in  operational  areas  (such  as  Customer 
Service/Dispatch,  Storage  Lots,  and  Admin  offices). 

Placing  personal  long  distance  phone  calls  that  would  result  in  charges  to  the  company  is  strictly  prohibited  and 
could  result  in  disciplinary  action  up  to  and  including  discharge. 


Workplace  Monitoring 

Workplace  monitoring  may  be  conducted  by  AutoRetum  to  ensure  quality  control,  employee  safety,  security, 
and  customer  satisfaction. 

Employees  who  regularly  communicate  with  customers  may  have  their  telephone  conversations  monitored  or 
recorded.  Telephone  monitoring  is  used  to  identify  and  correct  performance  problems  through  targeted 
training.  Improved  job  performance  enhances  our  customers'  image  of  AutoRetum  as  well  as  their 
satisfaction  with  our  service. 

Computers  furnished  to  employees  are  the  property  of  AutoRetum.  As  such,  computer  usage  and  files  may 
be  monitored  or  accessed. 

Employees  can  request  access  to  information  gathered  through  workplace  monitoring  that  may  impact 
employment  decisions.  Access  will  be  granted  unless  there  is  a  legitimate  business  reason  to  protect 
confidentiality  or  an  ongoing  investigation. 

Because  AutoRetum  is  sensitive  to  the  legitimate  privacy  rights  of  employees,  every  effort  will  be  made  to 
guarantee  that  workplace  monitoring  is  done  in  an  ethical  and  respectful  manner. 
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Personnel  Records 


In  relation  to  your  personnel  file,  it  is  your  responsibility  to  keep  personal  information  up-to-date.  You 
should  inform  Human  Resources  immediately  whenever  you  change  your  address,  telephone  number,  marital 
status,  number  of  dependents,  and  persons  to  notify  in  case  of  emergency. 


Smoke  Free  Workplace 

In  order  to  maintain  a  safe  and  comfortable  working  environment,  the  Company  prohibits  smoking 
throughout  its  workplace  with  the  exception  of  specially  designated  areas. 

All  smoking  areas  will  be  clearly  designated  with  signs.  You  are  permitted  to  smoke  in  these  areas  only 
during  your  meal  and  break  periods.  Employees  smoking  in  any  non-smoking  area  may  be  subject  to 
disciplinary  action  up  to  and  including  discharge. 


Substance  Abuse 

The  Company  is  a  drug  free  environment.  Specifically,  the  Company  is  committed  to  having  a  workplace  free 
from  the  improper  use  of  narcotics  and  other  controlled  substances  (commonly  referred  to  as  illegal  (hugs),  the 
abuse  of  alcohol,  and  the  misuse  of  legal  or  prescription  drugs.  Their  sale,  use,  and  abuse,  when  connected  to  the 
work  environment  threaten  the  safety,  morale,  and  public  image  of  both  you  and  the  Company.  The  following 
practices  will  be  used  to  ensure  a  drug  free  environment: 

1 .  No  person  will  be  hired  who  is  an  abuser,  promoter,  or  seller  of  illegal  drugs. 

2.  Use,  presence  in  the  body,  sale,  distribution  or  possession  of  illegal  drugs  by  employees,  while 
present  on  Company  premises  or  during  scheduled  working  hours,  including  break  or  meal 
periods,  is  strictly  prohibited  and  is  grounds  for  discharge. 

3.  An  employee  who  is  found  to  be  involved  in  the  sale,  solicitation,  or  dealing  of  illegal  drugs 
will  be  discharged. 

4.  An  employee  who  is  taking  prescription  medication  or  other  legal  drugs  that  might  impair  their 
physical  or  mental  faculties  should  provide  prompt  notice  of  this  fact  to  his/her  supervisor. 
Employees  should  not  report  to  work  under  the  influence  of  any  drug  that  creates  an  impairment 
or  a  safety  risk 

5.  The  use  or  possession  of  alcoholic  beverages  on  Company  premises,  except  for  authorized 
events,  is  also  prohibited.  Reporting  to  work  or  working  under  the  influence  of  alcohol  is  cause 
for  discharge. 

6.  Any  current  employee  who  recognizes  their  own  need  for  counseling  or  medical  assistance 
due  to  dependence  upon  drugs  or  alcohol  may  voluntarily  contact  their  supervisor  to  receive 
confidential  assistance  in  determining  what  options  are  available  and  ways  in  which  the 
Company  may  support  his/her  recovery. 

Separation  of  Employment 
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Should  you  decide  to  resign  for  any  reason  the  Company  requests,  but  does  not  require,  that  you  provide  as 
much  notice  as  possible. 

It  is  requested  that  you  provide  some  notice  prior  to  your  departure.  This  notice  will  allow  for  a  smooth 
transition  of  your  duties  and  working  relationships.  This  amount  of  time  should  be  no  more  than  14  calendar 
days  and  no  less  than  three  days  from  time  of  notice  given. 

Prior  to  your  departure,  the  Company  may  request  that  you  meet  with  a  Company  representative  to  provide 
work-related  feedback  on  the  Company.  This  will  allow  the  Company  to  continue  to  evaluate  their  policies 
and  practices  and  to  improve  such  policies  and  practices  if  possible. 

Prior  to  your  departure  date,  you  will  be  required  to  return  all  Company  documents,  materials,  and 
equipment.  You  will  also  be  asked  to  turn  in  any  outstanding  expense  reports,  if  applicable.  No  materials  or 
documents  should  be  copied  or  in  any  way  duplicated  and  taken  with  you  when  you  separate  from 
employment. 


References 

All  written  or  verbal  requests  for  references  regarding  current  or  former  employees  must  be  referred  to  a 
member  of  management  of  the  Company.  Employees  are  prohibited  from  supplying  any  information  in 
response  to  such  requests  unless  you  are  specifically  authorized  to  do  so  by  a  member  of  Company 
management. 

It  is  the  Company’s  policy  to  only  furnish  or  verify  an  employee’s  name,  dates  of  employment  and  job  title. 
No  other  information  regarding  a  current  or  former  employee  will  be  provided  unless  the  individual  first 
provides  written  authorization. 
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SECTION  IV 


Confidentiality  and  Protection  of  Proprietary  Information 

The  protection  of  proprietary  information  and  trade  secrets  is  essential  both  for  the  Company  and  your  future 
security.  In  the  course  of  your  work,  you  may  have  access  to  confidential  information  regarding  the 
Company,  its  affiliates,  suppliers,  customers  and  perhaps  even  fellow  employees.  To  protect  such 
information,  you  may  not  disclose  such  information  at  work  except  as  necessary  to  perform  your  duties.  You 
must  not  under  any  circumstances  reveal  this  information  outside  AutoRetum  without  prior  Management 
approval.  Such  information  can  be  used  only  to  perform  your  job  duties  within  AutoRetum. 

Proprietary  information  includes,  but  is  not  limited  to,  the  following  examples: 

•  computer  processes; 

•  computer  programs  and  codes; 

•  customer  lists; 

•  financial  information; 

•  marketing  strategies; 

•  new  materials  research; 

•  pending  projects  and  proposals; 

•  proprietary  production  processes; 

•  research  and  development  strategies;  or 

•  technological  data. 


All  employees  are  required  to  sign  a  Proprietary  Information  and  Inventions  Agreement  as  a  condition  of 
employment.  That  Agreement  defines  your  obligations  in  greater  detail.  Any  questions  about  your 
responsibilities  in  this  area  should  be  directed  to  Human  Resources. 

Records  Statement  of  Ownership 

All  records  created  in  the  course  of  employment  with  AutoRetum  belong  to  the  Company.  Certain  contracts 
entered  into  by  the  Company  may  affect  the  ownership  of  some  records.  Similarly,  all  documents  that  come 
into  the  Company’s  possession  belong  to  the  Company.  Administrative  records  of  AutoRetum  are 
exclusively  the  Company’s  property.  The  terms  “records”  and  “documents”  are  used  interchangeably  and 
refer  to  both  hard  copy  and  electronic  media.  The  issue  of  records  ownership  is  tied  closely  to  that  of 
Company  confidentiality,  and  it  is  expected  that  you  will  pay  particular  attention  throughout  the  period  of 
your  employment  to  upholding  Company  requirements  regarding  confidentiality  as  discussed  above. 

No  records  created  by  or  accessible  to  you  in  your  role  as  employee  of  AutoRetum  are  to  leave  the 
Company,  or  to  be  taken,  given,  or  shown  to  others,  absent  prior  written  permission  of  the  Company’s 
President  and  except  where  permitted  by  law. 
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Documents  Obligating  the  Company 

Only  officers  of  the  Company  have  the  authority  to  legally  bind  the  Company.  Any  document  that  purports 
to  contractually  bind  the  Company  must  be  forwarded  to  an  officer  of  the  Company  for  review  and  signature. 

Conflict  of  Interest  Policy 

You  are  expected  to  devote  your  best  efforts  and  attention  to  the  full-time  performance  of  your  job.  You  are 
expected  to  use  good  judgment,  to  adhere  to  high  ethical  standards  and  to  avoid  situations  that  create  an 
actual  or  potential  conflict  between  your  personal  interests  and  the  interests  of  the  Company.  A  conflict  of 
interest  exists  when  your  loyalties  or  actions  are  divided  between  the  Company's  interests  and  those  of 
another,  such  as  a  competitor,  supplier,  customer  or  other  employer.  Both  the  fact  and  the  appearance  of  a 
conflict  of  interest  should  be  avoided.  If  you  are  unsure  as  to  whether  a  certain  transaction,  activity,  or 
relationship  constitutes  a  conflict  of  interest  you  should  discuss  it  with  your  immediate  supervisor  or  Human 
Resources  for  clarification.  Any  exceptions  to  this  guideline  must  be  approved  in  writing  by  an  officer  of  the 
Company.  Nothing  herein  is  intended  to  nor  does  lessen  any  actions  permitted  by  law,  including  those  under 
the  National  Labor  Relations  Act. 

This  guideline  does  not  attempt  to  describe  all  possible  conflicts  of  interest  that  could  develop.  Some  of  the 
more  common  conflicts  from  which  you  should  refrain,  however,  include  the  following: 

❖  Working  for  an  actual  or  potential  competitor,  supplier,  or  customer  of  the  Company; 

❖  Engaging  in  self-employment  in  competition  with  the  Company; 

❖  Having  a  substantial  direct  or  indirect  financial  interest  in  any  competitor,  customer  or  supplier; 

❖  Accepting  substantial  gifts,  entertainment,  loans,  compensation,  concessions  or  benefits  from  an 
actual  or  potential  competitor,  supplier,  or  customer; 

❖  Acquiring  any  interest  in  property  or  assets  of  any  kind  for  the  purpose  of  selling  or  leasing  it  to 
the  Company; 

❖  Using  proprietary  or  confidential  Company  information  for  personal  gain  or  to  the  Company's 
detriment; 

❖  Using  employees,  material,  equipment  or  other  assets  of  the  Company  for  personal  use; 

❖  Buying  and/or  selling  of  commodities  for  the  personal  account  of  any  employee  who  is 
accountable  for  using  and  selling  of  such  commodities  for  the  Company.  Trading  by  other 
employees  creates  a  risk  of  conflict  in  the  performance  of  their  job  function  and  is  subject  to 
review  by  the  Company  Management. 


If  you  or  someone  with  whom  you  have  a  close  relationship  (a  family  member  or  a  close  companion)  has  a 
financial  or  employment  relationship  with  an  actual  or  potential  competitor,  customer,  or  supplier,  you  must 
disclose  this  fact  in  writing  to  the  Human  Resources  Department.  You  should  be  aware  that  if  you  enter  into 
a  personal  relationship  with  a  subordinate  employee  or  with  an  employee  of  an  actual  or  potential  competitor, 
supplier,  or  customer,  a  conflict  of  interest  could  exist  that  requires  full  disclosure  to  the  Company. 

You  may  engage  in  outside  employment  unless  the  work  interferes  directly  and  unreasonably  or  is  perceived 
to  interfere  with  the  Company’s  interests.Failure  to  adhere  to  this  guideline,  including  failure  to  disclose  any 
conflicts  or  to  seek  an  exception,  will  result  in  discipline,  up  to  and  including  termination  of  employment. 
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Hiring  of  Relatives 

The  employment  of  relatives  in  the  same  area  of  an  organization  may  cause  serious  conflicts  and  problems 
with  favoritism  and  employee  morale.  In  addition  to  claims  of  partiality  in  treatment  at  work,  personal 
conflicts  from  outside  the  work  environment  can  be  carried  into  day-to-day  working  relationships. 

Relatives  of  persons  currently  employed  by  AutoRetum  may  be  hired  only  if  they  will  not  be  working 
directly  for  or  supervising  a  relative  or  will  not  occupy  a  position  in  the  same  line  of  authority  within  the 
organization.  This  policy  applies  to  any  relative,  higher  or  lower  in  the  organization,  who  has  the  authority 
to  review  employment  decisions.  AutoRetum  employees  cannot  be  transferred  into  such  a  reporting 
relationship.  If  the  relative  relationship  is  established  after  employment,  the  individuals  concerned  will 
decide  who  is  to  be  transferred.  If  that  decision  is  not  made  within  thirty  (30)  calendar  days,  management 
will  decide. 

In  other  cases  where  a  conflict  or  the  potential  for  conflict  arises,  even  if  there  is  no  supervisory  relationship 
involved,  the  parties  may  be  separated  by  reassignment  or  terminated  from  employment. 

Employment  of  persons  who  have  relatives  working  in  Payroll  or  Human  Resources  is  prohibited. 

If  an  applicant  is  under  consideration  for  an  opening  in  an  organization  where  a  relative  is  presently  assigned, 
written  approval  of  a  Company  officer  and  Human  Resources  is  required  before  an  offer  of  employment  may 
be  extended. 

For  the  purposes  of  this  policy,  a  relative  is  any  person  who  is  related  by  blood  or  marriage,  or  whose 
relationship  with  the  employee  is  similar  to  that  of  persons  who  are  related  by  blood  or  marriage.  In 
addition,  domestic  partner  relationships  are  also  considered  relatives  for  the  purpose  of  this  section. 


Customer  Relations 

A  primary  objective  of  AutoRetum  is  effective  and  efficient  customer  service.  AutoRetum  is  committed  to 
fulfilling  all  product  and  service  promises  to  all  customers  on  time,  every  time.  We  count  on  all  employees 
to  support  this  commitment  by  preventing  errors  and  doing  things  right  the  first  time. 

Customer  satisfaction  results  when  there  is  a  good  fit  between  what  customers  expect  and  the  services 
employees  actually  deliver.  AutoRetum’ s  customer  service  guidelines  include: 


Responsiveness  -  demonstrating  the  willingness  to  help  and  providing  prompt,  knowledgeable 
service; 

Assurance  -  being  courteous  and  honest  in  order  to  inspire  trust; 

Empathy  -  showing  that  you  value  each  of  our  customers,  and  treating  each  one  with  dignity, 
courtesy,  and  respect;  and 

Tangible  evidence  of  a  commitment  to  service  -  projecting  a  positive,  professional  image  on  the 
telephone,  in  written  and  face-to-face  communication,  in  dress,  and  in  maintenance  of  the 
workplace  and  its  equipment. 
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Customer  satisfaction  includes  on-the-spot  correction  of  legitimate  customer  problems.  Prompt,  courteous, 
and  accurate  responses  to  customer  inquiries,  compliments,  and  complaints  are  vital  to  good  customer 
relations. 

As  a  representative  of  AutoRetum,  you  should  conduct  yourself  in  a  professional  and  ethical  manner  at  all 
times,  particularly  in  front  of  the  customer. 
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SECTION  V 


Employee  Vehicle  Purchase 

Employees  are  not  permitted  to  purchase,  trade,  or  otherwise  receive  ownership  of  vehicles  that  are  in 
AutoRetum  possession.  Vehicle  parts  (attached  or  not)  and  contents  are  not  for  sale  and  cannot  be  removed 
unless  otherwise  specified  by  Company  policy  such  as  securing  of  customer  property  (with  property  release) 
or  removal  of  property  prior  to  Lien  sale/auction. 

Employees  may  purchase  vehicles  at  auction,  provided  they  are  not  currently  on  duty  and  are  not  in 
AutoRetum-labeled  clothing  or  hats.  Employees  are  limited  to  two  (2)  vehicle  purchases  per  calendar  year. 


Employee  Vehicle  Release 

Employees  will  be  allotted  one  vehicle  release  paid  for  by  the  Company,  one  time  during  the  lifetime  of  the 
Towing,  Storage,  and  Disposal  contract  with  the  City  and  County  of  San  Francisco.  The  vehicle  release  will 
include  towing  and  storage  fees  within  reason  and  the  covered  amount  will  be  contingent  upon  management 
approval.  Employees  under  probation  or  suspension  are  not  eligible. 

SFPD  and  DPT  Vouchers/Waivers 

AutoRetum  staff  should  not  petition  for  waivers/vouchers  on  the  behalf  of  any  customer  or  themselves  and  all 
waiver  decisions  are  to  be  made  by  authorized  staff  within  the  DPT  and/or  SFPD. 

Gifts,  Gratuities  and  Business  Courtesies 

AutoRetum  is  committed  to  operating  and  competing  solely  on  the  merit  of  our  products  and  services.  We 
should  avoid  any  actions  that  create  a  perception  that  favorable  treatment  of  outside  entities  by  AutoRetum 
was  sought,  received  or  given  in  exchange  for  personal  business  courtesies.  Business  courtesies  include  gifts, 
gratuities,  meals,  refreshments,  entertainment  or  other  benefits  from  persons  or  companies  with  whom 
AutoRetum  does  or  may  do  business.  We  will  neither  give  nor  accept  business  courtesies  that  constitute,  or 
could  reasonably  be  perceived  as  constituting,  unfair  business  inducements  that  would  violate  law,  regulation 
or  polices  of  AutoRetum  or  customers,  or  would  cause  embarrassment  or  reflect  negatively  on  AutoRetum’ s 
reputation. 

Accepting  Business  Courtesies 

Most  business  courtesies  offered  to  us  in  the  course  of  our  employment  are  offered  because  of  our  positions 
at  AutoRetum.  We  should  not  feel  any  entitlement  to  accept  and  keep  a  business  courtesy.  Although  we  may 
not  use  our  position  at  AutoRetum  to  obtain  business  courtesies,  and  we  must  never  ask  for  them,  we  may 
accept  unsolicited  business  courtesies  that  promote  successful  working  relationships  and  good  will  with  the 
firms  that  Au  maintains  or  may  establish  a  business  relationship  with. 

Employees  who  award  contracts  or  who  can  influence  the  allocation  of  business,  who  create  specifications 
that  result  in  the  placement  of  business  or  who  participate  in  negotiation  of  contracts  must  be  particularly 
careful  to  avoid  actions  that  create  the  appearance  of  favoritism  or  that  may  adversely  affect  the  company’s 
reputation  for  impartiality  and  fair  dealing.  The  prudent  course  is  to  refuse  a  courtesy  from  a  supplier  when 
AutoRetum  is  involved  in  choosing  or  reconfirming  a  supplier  or  under  circumstances  that  would  create  an 
impression  that  offering  courtesies  is  the  way  to  obtain  AutoRetum  business. 
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Meals,  Refreshments  and  Entertainment 


We  may  accept  occasional  meals,  refreshments,  entertainment  and  similar  business  courtesies  that  are  shared 
with  the  person  who  has  offered  to  pay  for  the  meal  or  entertainment,  provided  that: 

•  They  are  not  inappropriately  lavish  or  excessive. 

•  The  courtesies  are  not  frequent  and  do  not  reflect  a  pattern  of  frequent  acceptance  of  courtesies 
from  the  same  person  or  entity. 

•  The  courtesy  does  not  create  the  appearance  of  an  attempt  to  influence  business  decisions,  such  as 
accepting  courtesies  or  entertainment  from  a  supplier  whose  contract  is  expiring  in  the  near  future. 

•  The  employee  accepting  the  business  courtesy  would  not  feel  uncomfortable  discussing  the 
courtesy  with  his  or  her  manger  or  co-worker  or  having  the  courtesies  known  by  the  public. 

Gifts 

Employees  may  accept  unsolicited  gifts,  other  than  money,  that  conform  to  the  reasonable  ethical  practices  of 
the  marketplace,  including: 

•  Flowers,  fruit  baskets  and  other  modest  presents  that  commemorate  a  special  occasion. 

•  Gifts  of  nominal  value,  such  as  calendars,  pens,  mugs,  caps  and  t-shirts  (or  other  novelty, 
advertising  or  promotional  items). 

Employees  may  not  accept  compensation,  honoraria  or  money  of  any  amount  from  entities  with  whom 
AutoRetum  does  or  may  do  business.  Tangible  gifts  (including  tickets  to  a  sporting  or  entertainment  event) 
that  have  a  market  value  greater  than  $100  may  not  be  accepted  unless  approval  is  obtained  from 
management. 

Any  edible  gifts  should  be  placed  in  a  common  area/lunch  room  to  enable  all  employees  of  your  office  to 
share  in  the  gift  with  certain  amounts  to  be  held  for  later  shifts,  if  applicable. 

Any  gifts  marked  with  a  name  on  it  should  be  maintained  by  that  individual. 

Other  items  should  be  put  in  a  central  location  and  all  employees’  names  will  be  drawn  in  a  raffle  style  on  the 
last  day  before  the  Christmas  holiday  and  the  gifts  in  this  central  location  will  be  distributed. 

Employees  with  questions  about  accepting  business  courtesies  should  talk  to  their  managers  or  the  HR 
department. 


Employee  Dating  Policy 

AutoRetum  strongly  believes  that  an  environment  where  employees  maintain  clear  boundaries  between 
employee  personal  and  business  interactions  is  most  effective  for  conducting  business.  Although  this  policy 
does  not  prevent  the  development  of  friendships  or  romantic  relationships  between  coworkers,  it  does 
establish  very  clear  boundaries  as  to  how  relationships  will  progress  during  working  hours  and  within  the 
working  environment.  Individuals  in  supervisory  relationships  or  other  influential  roles  are  subject  to  more 
stringent  requirements  under  this  policy  due  to  their  status  as  role  models,  their  access  to  sensitive 
information  and  their  ability  to  influence  others. 

Policy: 

1 .  During  working  time  and  in  working  areas  employees  are  expected  to  keep  personal  exchanges 
limited  so  that  others  are  not  distracted  or  offended  by  such  exchanges  and  so  that  productivity  is 
maintained. 


AutoRetum  54 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal . 


2.  During  non-working  time,  such  as  lunches,  breaks  and  before  and  after  work  periods,  employees  are 
not  precluded  from  having  appropriate  personal  conversations  in  non-work  areas  as  long  as  their 
conversations  and  behaviors  could  in  no  way  be  perceived  as  offensive  or  uncomfortable  to  a 
reasonable  person. 

3.  Employees  are  strictly  prohibited  from  engaging  in  physical  contact  that  would  in  any  way  be 
deemed  inappropriate  by  a  reasonable  person  while  anywhere  on  company  premises,  whether  during 
working  hours  or  not. 

4.  Employees  who  allow  personal  relationships  with  coworkers  to  affect  the  working  environment  will 
be  subject  to  the  appropriate  provisions  of  the  company  disciplinary  policy  which  may  include 
counseling  for  minor  problem.  Failure  to  change  behavior  and  maintain  expected  work 
responsibilities  is  viewed  as  a  serious  disciplinary  matter. 

5.  Employee  off-duty  conduct  is  generally  regarded  as  private,  as  long  as  such  conduct  does  not  create 
problems  within  the  workplace.  An  exception  to  this  principle,  however,  is  romantic  or  sexual 
relationships  between  supervisors  and  subordinates. 

6.  Supervisors,  managers,  executives  or  anyone  else  in  sensitive  or  influential  positions  must  disclose 
the  existence  of  any  relationship  with  another  coworker  that  has  progressed  beyond  a  platonic 
friendship.  Disclosure  may  be  made  to  the  immediate  supervisor  or  to  HR.  This  disclosure  will 
enable  the  organization  to  determine  whether  any  conflict  of  interest  exists  because  of  the  relative 
positions  of  the  individuals  involved. 

7.  Where  problems  or  potential  risks  are  identified  the  organization  will  work  with  the  parties  involved 
to  consider  options  for  resolving  the  conflict.  The  initial  solution  will  be  to  make  sure  that  the  parties 
involved  no  longer  work  together  on  matters  where  one  is  able  to  influence  the  other  or  take  action 
for  the  other.  Matters  such  as  hiring,  firing,  promotions,  performance  management,  compensation 
decisions,  financial  transactions,  etc.  are  examples  of  situations  that  may  require  reallocation  of 
duties  to  avoid  any  actual  or  perceived  reward  or  disadvantage. 

8.  In  some  cases  more  extreme  measures  may  be  necessary  such  as  transfer  to  other  positions  or 
departments.  The  individual  with  the  more  senior  position  will  be  considered  for  transfer  first  to 
avoid  any  perception  of  retaliation  against  the  less  senior  person. 

9.  Refusal  of  reasonable  alternative  positions,  if  available,  will  be  deemed  a  voluntary  resignation. 

10.  Continued  failure  to  work  with  the  organization  to  resolve  such  a  situation  in  a  mutually  agreeable 
fashion  may  ultimately  be  deemed  insubordination  and  therefore  serve  as  cause  for  immediate 
termination.  The  organization’s  disciplinary  policy  will  be  consulted  to  ensure  consistency,  however, 
before  any  such  extreme  measures  are  undertaken. 

11.  The  provisions  of  this  policy  apply  regardless  of  the  sexual  orientations  of  the  parties  involved. 

12.  Where  doubts  exist  as  to  the  specific  meaning  of  the  terms  used  above,  employees  should  make 
judgments  on  the  basis  of  the  overall  spirit  and  intent  of  this  policy. 

13.  Any  employee  who  feels  they  have  been  disadvantaged  as  a  result  of  this  policy,  or  who  believes  this 
policy  is  not  being  adhered  to,  should  make  their  feelings  known  to  the  Human  Resources  Manager 
or  other  designated  individual. 
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Office  Standards 

Radio/Television  Usage 


In  order  to  provide  a  noise-reduced  workplace,  AutoRetum  does  not  permit  the  use  of  televisions  in  work 
areas.  Radios  and  personal  music  devices  may  be  used  in  work  and  break  areas,  provided  they  are  kept  at  a 
low  volume  and  they  do  not  disturb  working  employees.  Listening  to  music  with  lyrics  that  violates  the 
company’s  sexual  harassment  policy  is  strictly  prohibited.  Televisions  in  the  break  areas  are  not  permitted 
unless  approved  by  the  Manager  of  that  respective  break  area.  Viewing  video  footage  that  violates  the 
company’s  sexual  harassment  policy  is  strictly  prohibited. 

Cleanliness 


AutoRetum  takes  pride  in  providing  a  healthy,  clean  working  environment.  Please  be  conscientious  when 
using  communal  facilities,  such  as  shared  workspaces,  kitchens,  break  areas,  and  bathrooms.  You  are 
responsible  for  cleaning  up  any  areas  you  use  for  both  work  and  personal  use. 

If  you  use  a  shared  workspace,  you  are  required  to  clean  and  straighten  the  area  at  the  end  of  your  shift 
Trash,  food,  and  personal  items  should  not  be  left  in  work  areas. 

Cell  Phones/Pagers 

AutoRetum  may  issue  you  a  company  cell  phone  and/or  pager.  These  are  to  be  used  for  business  purposes 
only.  Personal  cell  phones  and  pagers  are  not  permitted  in  work  areas.  You  may  use  them  during  breaks 
only.  The  main  AutoRetum  phone  number  should  be  used  to  reach  you  in  the  event  of  an  emergency. 

Food  and  Drink 

Food  and  drink  are  permitted  in  break  areas  and  office  areas  out  of  customer  sight  only.  Food,  drink,  and 
chewing  gum  are  not  permitted  in  the  customer  service  window  and  phone  desk  areas. 


Recycling 

AutoRetum  supports  environmental  awareness  by  encouraging  recycling  and  waste  management  in  its 
business  practices  and  operating  procedures.  This  support  includes  a  commitment  to  the  purchase,  use,  and 
disposal  of  products  and  materials  in  a  manner  that  will  best  utilize  natural  resources  and  minimize  any 
negative  impact  on  the  earth's  environment. 

Special  recycling  receptacles  have  been  set  up  to  promote  the  separation  and  collection  of  the  following 
recyclable  materials  at  AutoRetum: 

— >  Computer  paper; 

— >  White  high  grade  or  bond  paper; 

-»  Ledger  paper; 

— »  Newspaper; 
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-»  Corrugated  cardboard; 

— >  Aluminum;  and 
Glass. 

The  simple  act  of  placing  a  piece  of  paper,  can,  or  bottle  in  a  recycling  container  is  the  first  step  in  reducing 
demand  on  the  earth's  limited  resources.  Success  of  this  program  depends  on  active  participation  by  all  of  us. 
Employees  are  encouraged  to  make  a  commitment  to  recycle  and  be  a  part  of  this  solution. 

AutoRetum  encourages  reducing  and,  when  possible,  eliminating  the  use  of  disposable  products.  Source 
reduction  decreases  the  consumption  of  valuable  resources  through  such  workplace  practices  as: 
Communication  through  computer  networks  with  e-mail; 

Two-sided  photocopying; 

-»  Eliminating  fax  cover  sheets; 

-»  Reusing  paper  clips,  folders,  and  binders;  and 
— »  Turning  off  lights  when  not  in  use. 

Whenever  possible,  employees  of  AutoRetum  are  encouraged  to  purchase  products  for  the  workplace  that 
contain  recycled  or  easily  recyclable  materials.  Buying  recycled  products  supports  recycling  and  increases 
the  markets  for  recyclable  materials. 

By  recycling,  AutoRetum  is  helping  to  solve  trash  disposal  and  control  problems  facing  all  of  us  today.  If 
you  have  any  questions  or  new  ideas  and  suggestions  for  the  recycling  program  contact  the  Office  Manager. 


Company  Equipment  and  Inspection  Policy 

The  Company  provides  desks,  cabinets,  lockers,  computers,  telephones,  pagers,  computer  memory,  office 
supplies,  and  office  equipment  for  your  use  at  the  Company’s  expense.  This  equipment  and  other  furniture 
remain  the  Company’s  sole  property.  It  is  your  responsibility  to  treat  this  equipment  in  a  professional 
manner  and  to  return  it  to  the  Company  upon  request  or  when  no  longer  needed  for  your  duties. 

Please  notify  your  supervisor  if  any  equipment,  machines,  or  tools  appear  to  be  damaged,  defective,  or  in 
need  of  repair.  Prompt  reporting  of  damages,  defects,  and  the  need  for  repairs  could  prevent  deterioration  of 
equipment  and  possible  injury  to  employees  or  others. 

Prohibited  materials,  including  weapons,  dangerous  materials,  alcohol  and  non-prescribed  drugs  or 
medications  may  not  be  stored  on  Company  premises.  Perishable  items  should  also  not  be  in  desks,  or  left 
for  prolonged  periods.  The  Company  is  not  responsible  for  any  personal  articles  that  are  lost,  stolen  or 
destroyed  while  on  Company  premises. 

Although  lockers,  desks,  computers  and  other  furniture  are  made  available  for  your  convenience  while  at 
work,  you  should  remember  that  all  Company  furniture,  computers  and  computer  memory  remain  the  sole 
property  of  the  Company.  This  includes  all  computers  (including  all  memory,  whether  or  not  password 
protected)  and  other  data-retrieval  equipment.  Anyone  who  wishes  to  use  a  computer  password  or  a  lock  not 
issued  by  the  Company  may  only  do  so  upon  written  request  accompanied  by  an  explanation  as  to  why  the 
personal  password  or  lock  is  needed.  Permission  must  be  obtained  in  writing. 

The  Company  reserves  the  right  to  open  and  inspect  desks,  cabinets,  computers,  other  furniture  and  office 
equipment  as  well  as  the  contents,  effects  or  articles  they  contain.  Such  an  inspection  can  occur  at  any  time, 

AutoRetum  57 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


with  or  without  advance  notice  or  consent.  The  inspection  can  be  conducted  during,  before,  or  after  working 
hours  without  your  presence  and  can  be  completed  by  any  supervisor,  manager  or  security  personnel 
designated  by  the  Company.  If  any  illegal  substances  are  found,  such  as  illegal  drugs  or  firearms,  the 
company  reserves  the  right  to  contact  the  authorities.  Anyone  who  fails  to  cooperate  in  any  inspection  will 
be  subjected  to  disciplinary  action,  up  to  and  including  termination. 
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Receipt/Acknowledgment 


/  have  received  a  copy  of  the  Employee  Handbook  and  have  read  or  had  it  read  to  me.  If  I  have 
any  questions  regarding  this  handbook,  I  understand  that  it  is  my  responsibility  to  ask  my 
supervisor  or  other  member  of  management  about  them.  I  recognize  it  is  my  responsibility  to 
review  the  policies ,  practices,  standards,  and  rules  it  contains,  and  I  agree  to  comply  with  them 
during  my  employment 

I  understand  the  information  in  this  handbook  is  intended  to  acquaint  employees  with  general 
policies,  principles,  standards,  and  procedures,  and  does  not  represent  a  contractual  commitment 
by  AutoReturn  (“the  Company ”)  concerning  terms  of  employment  or  other  matters.  The 
Company  is  free  to  act  according  to  the  best  business  judgment  of  management  and  to  change, 
interpret,  withdraw,  or  add  to  the  policies,  procedures,  and  standards  described  in  this  handbook 
at  any  time  without  prior  notice,  consideration,  or  approval  by  an  employee.  I  further  understand 
that  this  handbook  is  not  a  contract  between  the  Company  and  me,  nor  is  it  a  guarantee  of  any 
specific  policies,  procedures,  standards,  rules,  or  length  of  employment  I  understand  that  my 
employment  is  considered  “employment  at-will”  unless  I  may  have  otherwise  entered  into  a 
contractual  agreement  with  the  Company. 


Date  Employee  Signature 


Employee  Name  Printed 


To  Supervisor:  After  receiving  this  signed  page,  forward  to  Human  Resources  for  filing  in 
Personnel  Records. 
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Proposal^  to  the  Chicago  Department^  ofStreets  &  Sanitation  andDepartment  of Revenue 


Appendix  R:  MBE- WBE  Supporting  Documents 


This  Appendix  contains  the  D-l  and  each  of  the  C-l  supporting  documents  for  the  participating  MBE-WBE 
certified  subcontractors. 

AutoRetum  will  meet  the  current  MBE  participation  goal  of  25%  and  the  current  WBE  participation  goal  of 
5%  of  the  total  contract  value.  The  participating  MBE-WBE  companies  are  listed  in  the  table  below. 

For  towing  and  related  services  (commodity  code’s  96297  and  98890),  AutoRetum  has  completed  C-l 
documents  for  100%  of  the  certified  MBE-WBE  companies  for  the  City  of  Chicago  as  of  March  27,  2009 
(based  on  vendor  search  queries  on  the  City  MBE-WBE  website  and  a  phone  call  to  confirm  the  MBE-WBE 
companies  with  the  Department  of  Procurement  Services). 


MBE  Participating  Subcontractors 


Name 

Business  Address 

Relationship 

Petromex 

(MBE  -  fuels,  petroleum  products), 

Contact:  Phil  Estrada 

(708)  597-6201 

14702  South  Hamlin 

Midlothian,  IL  60445 

MBE  Subcontractor 

We’re  Cleaning  Inc.,  D/b/a  Gold  Star 
Security 

Yvonne  McGinnis 

312-949-9660 

4505  So.  Indiana  Ave. 

Chicago,  IL  60653 

MBE  Subcontractor 

Higinio  Towing  and  Transportation 

(MBE  Towing  Company) 

Jose  Sandoval 

708-259-7787 

3246  S.  50th  Ave. 

Cicero,  IL  60804 

MBE  Subcontractor 

WBE  Participating  Companies 


Name 

Business  Address 

Relationship 

XL  Towing  and  Storage,  Inc. 

(WBE  Towing  Company) 

Sherry  DiVito 

773-434-9731 

3656  West  Columbus  Ave.  Chicago, 

IL  60652 

WBE  Subcontractor 
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AutoRetum 


Proprietary  and  Confidential  to  AutoRetum 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


SCHEDULE  D-1 

Affidavit  of  MBE/WBE  Goal  Implementation  Plan 


Specification  No.  71969:  Auto 
Pound  Management/  Boot  Release 
and  Tow,  and  Related  Towing 

Project  Name :  Services _ 

State  of  California _ 

County  (City)  of  San  Francisco _ 

I  HEREBY  DECLARE  AND  AFFIRM  that  I  am  duly  authorized  representative  of: 

TEGSCO,  LLC  ( "AutoReturn" ) 

Name  of  Prime  Consultant/Contraclor 

and  that  I  have  personally  reviewed  the  material  and  facts  set  forth  herein  describing  our  proposed  plan  to 
achieve  the  MBEA/VBE  goals  of  this  contract. 

All  MBEA/VBE  firms  included  in  this  plan  have  been  certified  as  such  by  the  City  of  Chicago  (Letters  of 
Certification  Attached). 

I.  MBE  or  WBE  Prime  Consultant/Contractor.  If  prime  consultant  is  a  certified  MBE  or  WBE  firm,  attach 
copy  of  City  of  Chicago  Letter  of  Certification.  (Certification  of  the  prime  consultant  as  a  MBE  satisfies 
the  MBE  goal  only.  Certification  of  the  prime  consultant  as  a  WBE  satisfies  the  WBE  goal  only.) 

II.  MBEs  and  WBEs  as  Joint  Venturers.  If  prime  consultant  is  a  joint  venture  and  one  or  more  joint  venture 
partners  are  certified  MBEs  or  WBEs,  attach  copies  of  Letters  of  Certification  and  a  copy  of  Joint 
Venture  Agreement  clearly  describing  the  role  of  the  MBEA/VBE  firm(s)  and  its  ownership  interest  in  the 
joint  venture. 

III.  MBEA/VBE  Subconsultants.  Complete  for  each  MBE/WBE  subconsultant/subcontractor/supplier. 

1.  Name  of  MBEA/VBE:  We're  Cleaning,  Inc.  d/b/a  Gold  Star  Security 

Address:  2628  S.  Wabash  Ave,  2nd  Floor,  Chicago,  IL  60605 _ 

Contact  Person:  Yvonne  McGinnis _ __  Phone:  312-949-9960 

Dollar  Amount  of  Participation  $  600,000 _ 

Percent  Amount  of  Participation:  6  •  4  % 

2.  Name  of  MBE/WBE:  Petromex,  Inc. _ 

Address:  14702  S.  Hamlin  Avenue,  Midlothian,  IL  60445 

Contact  Person:  Felipe  Estrada _  Phone:  708-597-6201 

Dollar  Amount  of  Participation  $  1,414,000 _ 

Percent  Amount  of  Participation:  15,1% 

3.  Name  of  MBE/WBE:  Higinio  Towing  and  Transportation _ 

Address:  3246  S.  50th  Avenue,  Cicero,  IL  60804 _ 

Contact  Person:  Olivia  Sandoval _  Phone:  708-259-7979 
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SCHEDULE  D-1 


Dollar  Amount  of  Participation  $  326  ,  000 _ 

Percent  Amount  of  Participation:  3,5  % 

4.  Name  of  MBE/WBE:  XL  Towing  and  Storage  Inc. _ _ _ 

Address:  3  656  W.  Columbus  Avenue,  Chicago,  IL  60652 _ 

Contact  Person:  Sherry  Divito _  Phone:  773-434-9731 

Dollar  Amount  of  Participation  $  468,000 _ 

Percent  Amount  of  Participation: _ 5 . 0% 

5.  Name  of  MBE/WBE: _ 

Address:  _ 

Contact  Person: _  Phone: _ 

Dollar  Amount  of  Participation  $ _ 

Percent  Amount  of  Participation: _ % 

6.  Name  of  MBE/WBE: _ 

Address: _ 

Contact  Person: _  Phone:__ _ _ 

Dollar  Amount  of  Participation  $ _ 

Percent  Amount  of  Participation: _ % 

7.  Name  of  MBE/WBE: _ 

Address:  _ 

Contact  Person: _  Phone: _ 

Dollar  Amount  of  Participation  $ _ 

Percent  Amount  of  Participation: _ % 

8.  Attach  additional  sheets  as  needed. 
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SCHEDULE  D-1 


IV.  Summary  of  MBE  Proposal: 


MBE  Firm  Name 

Gold  Star  Security 

Petromex ,  Inc  . 

Higinio  Towing  and  Transportion 


Total  MBE  Participation: 


Dollar  Amount 
of  Participation 
$  600,000 
$  1,414, 000 

$  326, 000 

$ 

$ 

$  2,340,  OFO 


V.  Summary  of  WBE  Proposal; 


WBE  Firm  Name  Dollar  Amount 

of  Participation 

XL  Towing  and  Storage, Inc$  468,000 

_  _ _ _  $ 

_  $  .  _ 

_  $ _ 

_ _ _  — .  .  $, _ 

Total  WBE  Participation:  $  468,000 


Percent  Amount 
of  participation 


6.4  % 
15.1  % 
3-5  % 


25.0  % 


Percent  Amount 
of  participation 
5-0  % 

_ % 

_ % 

_ % 

_ % 

5.0  % 


To  the  best  of  my  knowledge,  information  and  belief,  the  facts  and  representations  contained  in  this  Schedule 
are  true,  and  no  material  facts  have  been  omitted. 


The  contractor  designates  the  following  person  as  their  MBEA/VBE  Liaison  Officer: 


Name 


John  B.  Wicker 


Phone  Number: 


415-575-2340 


I  do  solemnly  declare  and  affirm  under  penalties  the  contents  of  the  foregoing  document  are  true 

and  correct,  and  that  I  am  authorizecDon  behalf  ofme/b^rffraotfoV,  to  make  this  affidavit. 


State  of 
County  of . 


Signature  of  Aftiant  (Daft 

Ch 


This  instrument  was  acknowledged  before  me  on 
by 

as _ 

of _ 

was  executed). 

(Seal) 


.(date) 


Jname  Is  of  person/s) 

Jtype  of  authority,  e.g.,  officer,  trustee,  etc.) 
Jname  of  party  on  behalf  of  whom  instrument 


/LcjL 

ddjh 


0 


—  — 


m  1 

1249  I 


^  m 


DEBORAH  KERESZIURY 

Commission  #  1601249 
Notary  Public  *  California  | 
Son  Francisco  County 
Mv  Comm,  Expires  Aug  30, 2Q09  f 

mp  w  m  m  m  m  * 
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CALIFORNIA  ALL-PURPOSE  ACKNOWLEDGMENT 


DEBORAH  KEflESZWRY 
Commission  #  T  601 249 
Notary  Public  -  California 
San  FrancUco  County 
My  Comm.  Expires  Aug  30P  2009 


Place  Notary  Seal  Above 


who  proved  to  me  on  the  basis  of  satisfactory  evidence  to 
be  the  person(s)  whose  name(s)  is/are  subscribed  to  the 
within  instrument  and  acknowledged  to  me  that 
he/she/they  executed  the  same  in  his/her/their  authorized 
capacity(ies),  and  that  by  his/her/their  signature(s)  on  the 
instrument  the  person(s),  or  the  entity  upon  behalf  of 
which  the  person(s)  acted,  executed  the  instrument. 

I  certify  under  PENALTY  OF  PERJURY  under  the  laws 
of  the  State  of  California  that  the  foregoing  paragraph  is 
true  and  correct. 

WITNESS  my 

Signature 

OPTIONAL 


Though  the  information  below  is  not  required  by  law,  it  may  prove  valuable  to  persons  relying  on  the  document 
and  could  prevent  fraudulent  removal  and  reattachment  of  this  form  to  another  document. 


Description  of  Attached  Document 


Title  or  Type  of  Document: 


Document  Date: _ Number  of  Pages: 

Signer(s)  Other  Than  Named  Above:  _ _ _ _ _ _ _ 


Capacity(ies)  Claimed  by  Signer(s) 


Signer’s  Name: _ 

□  Individual 

□  Corporate  Officer  — Title(s):  _ _ 

□  Partner  —  □  Limited  □  General 

□  Attorney  in  Fact 

□  Trustee 

□  Guardian  or  Conservator 

□  Other: _ 


Signer  Is  Representing: 


RIGHTTHUMBPRINT 
OF  SIGNER 


Top  of  thumb  here 


Signer’s  Name:  _ 

□  Individual 

□  Corporate  Officer  —  Title(s): _ 

□  Partner  —  □  Limited  □  General 

□  Attorney  in  Fact 

□  Trustee 

□  Guardian  or  Conservator 

□  Other:  _ _ 


Signer  Is  Representing: 


RIGHTTHUMBPRINT 
OF  SIGNER 


Top  of  thumb  here 


©2007  National  Notary  Association  •  9350  De  Soto  Ave,,  P.0  Box  2402  •  Chatsworth,  CA  9131 3-2402  •  www.NationalNotary.org  Item  #5907  Reorder:  Call  Toll-Free  1  -800-076-6027 
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SCHEDULE  C-1 

Letter  of  Intent  from  MBE/WBE  to  Perform 
as  Subcontractor,  Supplier  and/or  Consultant 


From-  Pc+rofYiex  Inc.  /  Quimex.  Inc. 

(Name  of  MBt'WGE  Firm) 

j0:  AutoReturn 

(Name  of  Prime  Contractor  -  Bldder/Proposor) 


Name  of  Proiect/Contract:Auto  Pound  Mgmt...  Towing  Services 
Specification  Number:  71969 _ 

MBE:  Yes  *  No _ 

WBE:  Yes _ No _ 

_ and  the  City  of  Chicago: 


The  undersigned  intends  to  perform  work  in  connection  with  the  above  projects  as  a: 

_ Sole  Proprietor  *  Corporation 

_ Partnership  _ Joint  Venture 

The  MBE/WBE  status  of  the  undersigned  is  confirmed  by  the  attached  letter  of  Certification  from  the  City  of 

Chicago  effective  date  of  _ fe  /  t  /  _ to  /  aoi  a.  for  a  period  of  five 

years. 

The  undersigned  is  prepared  to  provide  the  following  described  services  or  supply  the  following  described 
goods  in  connection  with  the  above  named  project/contract: 

Supply  gasoline " 


The  above  described  performance  is  offered  for  the  following  price  and  described  terms  of  payment: 

Estimat-ed  ct&Uqr  participation  of  4  lH‘t.  coo.  co  \  equa'  to  of  -t-he  estirncdedi 

cointroeWalue- |  C 


If  more  space  is  needed  to  fully  describe  the  MBE/WBE  firm’s  proposed  scope  of  work  and/or  payment 
schedule,  attach  additional  sheets. 


The  undersigned  will  enter  into  a  formal  written  agreement  for  the  above  work  with  you  as  a  Prime  Contractor, 
conditioned  upon  your  execution  of  a  contract  with  the  City  of  Chicago,  and  will  do  so  within  (3)  three  working 
dlays  of  receipt  of  a  signed  contract  from  thp  City  of  Chicago. 


■  -  ■  .... 

jSignnfuro  of  O imSf  or  Anlhciteod  Agon!) 


Q  £S1_ ~/gdoc  IPO**  * 

Name  /Title  {Print) 


Dale 


H&=l-t733 

Photos 


Rev.  9/03 
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August  7,  2008 


City  of  Chicago 
Richard  M.  Daiey,  Mayor 

Department  of 
Procurement  Services 

Montel  M.  Gayles 
Chief  Procurement  Officer 

City  Hall,  Room  403 
121  North  LaSalle  Street 
Chicago,  Illinois  60602 
(312)  744-4900 
(312)  744-2949  (TTY) 

http://www.cityofchicago.org 


Felipe  (Phil)  Estrada,  President 
Quimex,  Inc. 

14702  S.  Hamlin  Avenue 
Midlothian,  IL  60445 


Annual  Certificate  Expires: 
Vendor  Number: 


July  1. 2009 
705981 


Dear  Mr.  Estrada: 


eligibility  for  certification  as  a  MBE  by  the  City  of 
Chicago^  This  MBE  certification  is  valid  until  July  2012;  however  your  firm  must  be  re¬ 
validated  annually.  Your  firm’s  next  annua!  validation  is  required  by  July  1.  2009. 

dUrin9  tNS  f'Ve  year  Peri°d’  y0U  mUStfile  a  N°- 
Change  Affidavit  within  60  days  prior  to  the  date  of  expiration.  Failure  to  file  this 

Affidavit  will  result  in  the  termination  of  your  certification.  Please  note  that  you  must 
include  a  copy  of  your  most  current  Federal  Corporate  Tax  Return.  You  must 
so  notify  the  City  of  Chicago  of  any  changes  in  ownership  or  control  of  your  firm  or 
any  other  matters  or  facts  affecting  your  firm’s  eligibility  for  certification. 

The  City  may  commence  action  to  remove  your  firm’s  eligibility  if  you  fail  to  notify  us  of 

rnnnCra?9eS  >hf?ktS  ~ffeCtins  your  firm's  certification  or  if  your  firm  otherwise  fails  to 
cooperate  with  the  City  in  any  inquiry  or  investigation,  Removal  of  eligibility 
procedures  may  also  be  commenced  if  your  firm  is  found  to  be  involved  in  biddinq  or 
contractual  irregularities.  a 


Your  firm’s  name  will  be  listed  in  the  City’s  Directory  of  Minority  Business  Enterprises 
and  Women  Business  Enterprises  in  the  specialty  area(s)  of: 

Supplier  and  Distributor  of  Chemicals,  Lubricants  and  Gasoline 

Your  firm’s  participation  on  City  contracts  will  be  credited  only  toward  MBE  goals  in 
your  area(s)  of  specialty.  While  your  participation  on  City  contracts  is  not  limited  to 

your  specialty,  credit  toward  MBE  goals  will  be  given  only  for  work  done  in  the 
specialty  category. 


Thank  you  for  your  continued  interest  in  the  City’s  Minority  and  Women  Business 
Enterprise  Programs. 


SCHEDULE  C-1 

Letter  of  Intent  from  MBE/WBE  to  Perform 
as  Subcontractor,  Supplier  and/or  Consultant 

Name  of  Proiect/Contract:Auto  Pound  Mgmt...  Towing  Services 
Specification  Number:  71969 _ 


From:  Vle're  cleaning.  Inc. 

(Name  of" MUE.WBE  t-irm)  ““ 


cibov  SVQv  S‘ecun>/|^ggt 

WBE; 


Yes  *  No 
Yes _ No 


To-  AutoReturn 

(Name  of  Piinfio  Contractor  -  Biddm/Propas&i) 


and  the  City  of  Chicago: 


The  undersigned  intends  to  perform  work  in  connection  with  the  above  projects  as  a: 

_ Sole  Proprietor  ^  Corporation 

_ Partnership  _ Joint  Venture 

The  MBE/WBE  status  of  the  undersigned  is  confirmed  by  the  attached  letter  of  Certification  from  the  City  of 

Chicago  effective  date  of  3  /  >  /  a&og _ to  H-  /  aoia. _ for  a  period  of  five 

years. 


The  undersigned  is  prepared  to  provide  the  following  described  services  or  supply  the  following  described 
goods  in  connection  with  the  above  named  project/contract: 

Securi-K/  services 


The  above  described  performance  is  offered  for  the  following  price  and  described  terms  of  payment: 

_ Estimated  dollar  parHci  patftn  of  4  fe°o.o°o.  00  ;  equal  to  C.^V-/.  of  -foe _ 

pe-timat-eci  c&n-trnGt  value- 


If  more  space  is  needed  to  fully  describe  the  MBE/WBE  firm’s  proposed  scope  of  work  and/or  payment 
schedule,  attach  additional  sheets. 


The  undersigned  will  enter  into  a  formal  written  agreement  for  the  above  work  with  you  as  a 
conditioned  upon  your  execution  of  a  contract  with  the  City  of  Chicago,  and  will  do  so  within 
days  of  receipt  of  a  signed  contract  from  the'Sity  of  Chicago. 


'''~t0t0fisturo  ol  Owner  or  Authoiiwfj  Agon;) 

/  Nam*  /Tilfo  (Pr.nt) 


-4^-  /-  9 


Daio 


7/#  Qv9z  9%$ 

7 P  h£in<& 


Prime  Contractor, 
(3)  three  working 


Rev 
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City  of  Chicago 
Richard  M.  Daley,  Mayor 

Department  of 
Procurement  Services 

Montel  M.  Gayles 
Chief  Procurement  Officer 

City  Hall,  Room  403 
121  North  LaSalle  Street 
Chicago,  Illinois  60602 
(312)  744-4900 
(312)  744-2949  (TTY) 

http://wwwxityofchicago.org 


March  1 , 2009 
Yvonne  McGinnis 

We're  Cleaning  Inc  D/b/a  Gold  Star  Security 

2628  S.  Wabash  Avenue  2nd  Floor 
Chicago,  IL  60605 

Annual  Affidavit  Certificate  Expires:  April  1,  2010 

Vendor  Number:  1008737 

Dear  Ms.  McGinnis: 

Congratulations  on  your  continued  eligibility  for  certification  as  a  MBE/WBE  by  the  City 
of  Chicago.  This  MBE/WBE  certification  is  valid  until  April  2012;  however  your  firm 
must  be  re-validated  annually.  Your  firm’s  next  annual  validation  is  required  by  April  1, 
2010. 


As  a  condition  of  continued  certification  during  this  five  year  period,  you  must  file  a  No- 
Change  Affidavit  within  60  days  prior  to  the  date  of  expiration.  Failure  to  file  this 
Affidavit  will  result  in  the  termination  of  your  certification.  Please  note  that  you  must 
include  a  copy  of  your  most  current  Federal  Corporate  Tax  Return.  You  must  also 
notify  the  City  of  Chicago  of  any  changes  in  ownership  or  control  of  your  firm  or  any 
other  matters  or  facts  affecting  your  firm’s  eligibility  for  certification. 

The  City  may  commence  action  to  remove  your  firm’s  eligibility  if  you  fail  to  notify  us  of 
any  changes  of  facts  affecting  your  firm's  certification  or  if  your  firm  otherwise  fails  to 
cooperate  with  the  City  in  any  inquiry  or  investigation.  Removal  of  eligibility  procedures 
may  also  be  commenced  if  your  firm  is  found  to  be  involved  in  bidding  or  contractual 
irregularities. 

Your  firm’s  name  will  be  listed  in  the  City’s  Directory  of  Minority  Business  Enterprises 
and  Women  Business  Enterprises  in  the  specialty  area(s)  of: 

Post  Construction  Clean-Up;  Building  Maintenance;  Janitorial  Services;  Private 

Security  Contractor 

Your  firm’s  participation  on  City  contracts  will  be  credited  only  toward  MBE/WBE  goals  in 
your  area(s)  of  specialty.  While  your  participation  on  City  contracts  is  not  limited  to  your 
specialty,  credit  toward  MBE/WBE  goals  will  be  given  only  for  work  done  in  the  specialty 
category.  ■  ; 

Thank  you  for  your  continued  interest  in  the  City’s  Minority  and  Women  Business 
Enterprise  Programs. 


■  it'/  a  7W 

BUILDING  CHICAGO  TOGETHER 


Sincere) 


Mark  Hands 

Managing  Deputy  Procurement  Officer 
MH/bc 

Revised  date 

IL  UCP  HOST:  City  of  Chicago 


SCHEDULE  C-1 

Letter  of  Intent  from  MBE/WBE  to  Perform 
as  Subcontractor,  Supplier  and/or  Consultant 

Name  Of  Proiect/Contract:Auto  Pound  Mgmt-  Towing  Services 
Specification  Number:  71969 _ 


From:  Higioio  Towipq,  Inc. 

(Name  of  MBE/WfiE'firm) 


MBE:  Yes  y  No 
WBE:  Yes _ No 


To;  AutoReturn 

(Name  of  Prime  Contractor  -  Bidder/ Propose i) 


and  the  City  of  Chicago: 


The  undersigned  intends  to  perform  work  in  connection  with  the  above  projects  as  a: 

_ Sole  Proprietor  *  Corporation 

_ Partnership  _ Joint  Venture 

The  MBE/WBE  status  of  the  undersigned  is  confirmed  by  the  attached  letter  of  Certification  from  the  City  of 

Chicago  effective  date  of  _ 3  /  ia  /  ^ooq _ to  3/1  /  ao&q  for  a  period  of  five 

years. 

The  undersigned  is  prepared  to  provide  the  following  described  services  or  supply  the  following  described 
goods  in  connection  with  the  above  named  project/contract: 

Toeing  Services 


The  above  described  performance  is  offered  for  the  following  price  and  described  terms  of  payment: 

_ ggHunQfcd  dollar  party ci p aH on  ^  35UaiOe>o-  00  •,  equal  to  3.5'A  of  -rine _ 

estimated  ccnotracV  v  a\  a  e  ■ 


If  more  space  is  needed  to  fully  describe  the  MBE/WBE  firm’s  proposed  scope  of  work  and/or  payment 
schedule,  attach  additional  sheets. 


The  undersigned  will  enter  into  a  formal  written  agreement  for  the  above  work  with  you  as  a 
conditioned  upon  your  execution  of  a  contract  with  the  City  of  Chicago,  and  will  do  so  within 


£70 fj  -2.5-^  -  7~>  r 7 

- - PKSti - 


Prime  Contractor, 
(3)  three  working 


Rev,  aV)3 
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City  of  Chicago 
Richard  M.  Daley,  Mayor 

Department  of 
Procurement  Services 

Montel  M.  Gayles 
Chief  Procurement  Officer 

City  Hall,  Room  403 
121  North  LaSalle  Street 
Chicago,  Illinois  60602 
(312)  744-4900 
(312)  744-2949  (TTY) 

http://www.cityofchicago.org 


March  12,  2009 

Olivia  Sandoval,  Owner 
Higinio  Towing,  Inc. 

3246  South  50th  Avenue 
Cicero,  Illinois  60804 

Ms.  Sandoval: 

The  City  of  Chicago  Department  of  Procurement  Services  (“Department”) 
has  undertaken  an  evaluation  of  procurement  policies  and  procedures 
including  those  utilized  within  the  M/WBE  and  DBE  certification  unit.  In 
light  of  this  evaluation  and  in  anticipation  of  streamlining  our  procedures, 
the  Department  extends  your  MBE  certification  until  May  1,  2009. 

The  Department  may  request  additional  information  from  you  prior  to  the 
expiration  of  the  courtesy  period.  This  information  will  assist  us  in  making 
a  determination  on  the  recertification  of  your  company.  You  will  receive 
additional  information  from  the  Department  in  the  coming  days. 

As  you  know,  your  firm’ s  participation  on  contracts  will  be  credited  only 
toward  MBE  in  the  following  specialty  area(s): 

Towing  Services 

If  you  have  any  questions,  please  contact  our  office  at  312-742-0766. 


Sincerely, 


Mark  Hands 
Managing  Deputy  Procurement  Officer 

MH/cc 


BU1LDEPG  CHICAGO  TOGETHER 


SCHEDULE  C-1 

Letter  of  Intent  from  MBE/WBE  to  Perform 
as  Subcontractor,  Supplier  and/or  Consultant 

Name  of  Proiect/ContraCt:Auto  Pound  Mgmt...  Towing  Services 
Specification  Number:  71969 _ 


From:  Towing  4  Storage.,  Uc-  MBE:  Yes  No 

(Warns  01  t-,m)  WBE:  Yes  ^  No 


YQ'  AutoReturn 

(Mama  of  Phma  Conttactor  ■  Bidder/ Proposer) 


and  the  City  of  Chicago: 


The  undersigned  intends  to  perform  work  in  connection  with  the  above  projects  as  a: 

_ Sole  Proprietor  Corporation 

_ Partnership  _____  Joint  Venture 

The  MBE/WBE  status  of  the  undersigned  is  confirmed  by  the  attached  letter  of  Certification  from  the  City  of 

Chicago  effective  date  of  _ &  /  /  3-oqb _ to  *5  /  aou  for  a  period  of  five 

years. 


The  undersigned  is  prepared  to  provide  the  following  described  services  or  supply  the  following  described 
goods  in  cpnnection  with  the  above  named  project/contract: 

Towing  Services * 


The  above  described  performance  is  offered  for  the  following  price  and  described  terms  of  payment: 

£sl~imat-ed  dollar  pgr -rid  potion  of  ^  uh2>fe>  Q6o. &o  '  ec^ital  t-&  s'-/,  of  -tine _ 

estimated  contract  v/cUue. 


If  more  space  is  needed  to  fully  describe  the  MBE/WBE  firm’s  proposed  scope  of  work  and/or  payment 
schedule,  attach  additional  sheets. 


The  undersigned  will  enter  into  a  formal  written  agreement  for  the  above  work  with  you  as  a 
conditioned  upon  your  execution  of  a  contract  with  the  City  of  Chicago,  and  will  do  so  within 
diays  of  receipt  of  a  signed  contract  from  thgXffiy  of^^^^o^^ 

iSignalure  q\  Owiof  or  Authorized  Agorn) 

t>fj I/j/p  - 

NyriQ  /TllTO  (PrinIJ 

s/zijvj 

Dale 


Prime  Contractor, 
(3)  three  working 


Rev,  a\03 


Page  1  of  1 


09/18/2008  02: 


City  of  Chicago 
Richard  M.  Daley,  Mayor 

Department  of 
Procurement  Serrices 

MonteiM  Gayles 
Chief  Procuienient  Ofli^r 

City  Hall,  Room  403 
121  North  LaSalle  Slreet 
Chicago,  Illinois  60602 
(312)  7444900 
(312)  744-2949  (ITY) 

hUp://www.cilyofi;biiago-or3 


nmonre  cmcjw;eTO05T!iEa 


24  3122768941 


XL  TOWING 


PAGE  01/01 


August  29,  2008 
Sherry  Divito 

XL  Towing  &  Storage,  Inc. 

3656  West  Columbus  Avenue 
Chicago,  Illinois  60652 

Annual  Certificate  Expires:  August  1.  2009 

Vendor  Number:  50557030 

Dear  Ms.  Divito: 

Congratulations  on  your  continued  eligibility  for  certification  as  a  WBE  by  the  City  of 
Chicago.  This  WBE  certification  is  valid  until  August  2012;  howeveryourflrm  must  be 
re-validated  annually.  Yourfirm’s  next  annual  validation  is  required  by  August  1,2009, 

As  a  condition  of  continued  certification  during  this  five  year  period,  you  must  file  a  No- 
Change  Affidavit  within  60  days  prior  to  the  date  of  expiration.  Failure  to  file  this 
Affidavit  will  result  in  the  termination  of  your  certification.  Please  note  that  you  must 
Include  a  copy  of  your  most  current  Federal  Corporate  Tax  Return.  You  must 
also  notify  the  City  of  Chicago  of  any  changes  in  ownership  or  control  of  your  firm  or 
any  other  matters  or  facts  affecting  your  firm’s  eligibility  for  certification. 

The  City  may  commence  action  to  remove  your  firm’s  eligibility  if  you  fail  to  notify  us  of 
any  changes  of  facts  affecting  your  firm’s  certification  or  if  your  firm  otherwise  fails  to 
cooperate  with  the  City  in  any  inquiry  or  investigation.  Removal  of  eligibility 
procedures  may  also  be  commenced  if  your  firm  is  found  to  be  involved  in  bidding  or 
contractual  irregularities. 

Your  firm's  name  will  be  listed  in  the  City’s  Directory  of  Minority  Business  Enterprises 
and  Women  Business  Enterprises  in  the  specialty  area(s)  of: 

Automobile  Towing  and  Storage  Services;  Roadside  Assistance 


Your  firm’s  participation  on  City  contracts  will  be  credited  only  toward  WBE  goals  in 
your  area(s)  of  specialty.  While  your  participation  on  City  contracts  is.  not  limited  to 
your  specialty,  credit  toward  WBE  goals  will  be  given  only  for  work  done  in  the 
specialty  category. 

Thank  you  for  your  continued  interest  in  the  City's  Minority  and  Women  Business 
Enterprise  Programs. 


Proposal  to  the  Chicago  Department^  o/  Street 's  &  Sanitation  and  Department  of  Revenue 


Appendix  S:  Business  Licenses 


This  appendix  provides  copies  of  all  relevant  documentation  and  permits  to  perform  the  services  as 
described  in  the  RFP,  including  evidence  that  the  AutoRetum  is  authorized  by  the  Secretary  of  State  to 
do  business  in  the  State  of  Illinois  and  the  licenses  under  Chapter  5  of  the  Illinois  Vehicle  Code. 
AutoRetum  or  AutoRetum’s  vehicle  recycler  designee  (Pick-n-Pull  Auto  Dismantles  Chicago,  LLC) 
will  purchase  unclaimed  vehicles  from  the  City  subject  to  the  amounts  documented  within  Appendix 
T:  Fee  Schedule.  This  appendix  provides  the  following: 


Certificate  to  transact  business  for  AutoRetum 

*  Business  License  for  wholesale  and  retail  motor  vehicle/scrap  yard  for  PicknPull 

*  Automotive  parts  recycler  license  for  PicknPull 

*  Used  motor  vehicle  license  for  PicknPull 


AutoRetum 


Proprietary  and  Confidential  to  AutoRetum 


Proposal  to  the  Chicago  Department^  of_ Streets^  &  Sanitation  and_  Department^  qf  Revenue 


AutoRetum 


Proprietary  and  Confidential  to  AutoRetum 


OFFICE  OF  THE  SECRETARY  OF  STATE 


MARCH  25,  2009 


JESSE  WHITE  •  Secretary  of  State 


0278574-9 


BUSINESS  FILINGS  INC. 

600  S  SECOND  STREET,  STE  103 
SPRINGFIELD,  IL  62704-0000 


RE  TEGSCO,  LLC 


DEAR  SIR  OR  MADAM: 

IT  IS  OUR  PLEASURE  TO  APPROVE  YOUR  REQUEST  TO  TRANSACT  BUSINESS  IN  THE 
STATE  OF  ILLINOIS.  ENCLOSED  PLEASE  FIND  AN  APPROVED  APPLICATION  OF 
ADMISSION. 

THE  LIMITED  LIABILITY  COMPANY  MUST  FILE  AN  ANNUAL  REPORT  PRIOR  TO  THE  ' 
FIRST  DAY  OF  ITS  ANNIVERSARY  MONTH  (MONTH  OF  QUALIFICATION)  NEXT  YEAR. 

A  PRE-PRINTED  ANNUAL  REPORT  FORM  WILL  BE  SENT  TO  THE  REGISTERED  AGENT  AT 
THE  ADDRESS  SHOWN  ON  THE  RECORDS  OF  THIS  OFFICE  APPROXIMATELY  60  DAYS 
PRIOR  TO  ITS  ANNIVERSARY  MONTH. 

MANY  SERVICES  ARE  NOW  AVAILABLE  ON-LINE  AT  WWW.CYBERDRIVEILLINOIS.COM. 
AMONG  OTHER  SERVICES  AT  THIS  SITE,  YOU  MAY  CHECK  THE  STATUS  OF  THIS 
COMPANY,  PURCHASE  A  CERTIFICATE  OF  GOOD  STANDING,  OR  EVEN  FILE  THE 
ANNUAL  REPORT  REFERRED  TO  IN  THE  PREVIOUS  PARAGRAPH. 


JESSE  WHITE 
SECRETARY  OF  STATE 

DEPARTMENT  OF  BUSINESS  SERVICES 
LIMITED  LIABILITY  COMPANY  DIVISION 
TELEPHONE  (217)524-8008 


JW.LLC 


mLLG-45,5 

November  aooe 

Illinois 

Limited  liability  Company  Act 

Application  for  Admission 
to  Transact  Business 

0278574^9 

RLE#  - - - 

Cooretery  c*  elate  Jeaee  While 
Department  of  Buslntss  Sendees 
Limited  Utility  Division 

501  3.  Secchd  St,  Rm.  SSI 

Springfield,  IL  62756 

217-524*008 

www,  oybenJrlveUTInolB.com 

This  *paeo  for  un  by  Seoreury  of  etofo. 

MHjwpMiiiaiMnwa 

Muef to  typewritten. 

TW»  ipso#  for  v$o  by  Seowtary  of  Etsfa. 

- ,  FILED 
MAR  25  2009 

Payment  must  be  made  by  certified  . 

oheok,  check,  Cfriote  attorney's 

check,  fUlrvol*  0,P,  check  or  money 
order  payable  to  SaeneLsry  of  State. 

flilng  Foe:  $500 

Penalty;  -8 — 

Approved:  t  { 

JESSE  WHITE 
SECRETARY  OF  STATE 

1 ,  Limited  Liability  Company  NamfoTeaeCQ.  Lie 

Mu«r  oompty  wim  S«oOon  ol  ILLCA  ar  lt«m  a  bAlow  otoo  appn««r 

2,  Assumed  Mama;  _  ;  _  ■ 

By  electing  WiAlllwSI  Wuna,  the  Limited  UiWrity  Company  hitjGy  iflttH  BoTBc®  15  Company  Nam  d  In  tira 
transactor!  at  bufttnoift  In  Form  UG'120  la  *U*ptj*d*  ' 

3,  Jurisdiction  of  Organization!  California _ _ _ _ _ _ 


4.  Cate  of  Organization:  Mav  9, 2002 


6.  Period  of  Duration:  Perpetual _ _ _ _ _ _ _ _  '  ~ 

6*  Address,  fnoiucflng  County,  of  the  Office  required,  to  be  maintained  In  the  jurisdiction  of  its  organization  or,  If  not  required, 
of  the  Principal  Place  of  Business:  (P.0.  Box  alone  or  c/0  Is  unacceptable.) 


946 

Bryan!  Street 

* 

Stilta  360 

Number 

Stroot 

Suite# 

ISBHSEl 

94103 

- 

San  Fra ndsco 

CHy'.'BWld 

ZIP  Cod* 

Courtly 

Registered  Agent; _ 

Business  Filinas  Intwroo  rated 

♦ 

Firat  Nomo 

Middle  Nime 

Lfcst  Wo  mo 

Registered  Office; _ 

600 

■ 

South  Second  Street 

■ 

103  ■ 

(P.0,  Cox  alone  or 

M  um  bar 

Swu 

Strife# 

c/o  Is  unacceptable  j 

.  _ 

Sprfnnflatf 

Swawwn 

Illinois 

city 

County 

ZIP  Code 

8,  If  applicable,  Date  on  Which  Company  first  conducted  business  In  fllfnols: 


,  (continued  on  back) 


Printed  by  authority  of  tha  etmo  of  JIM*  November  8008  —  i  —  LUM7.10 
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LLC-46,5  •  *  , 

9  CoXO#efrom°nshFwmh108MPany  'S  0rsanizecl  9nd  Proposes  to  Conduct  Business  (n  Illinois:  (Include  Business 
.Pfocessingjf  towed  vehicles  •  ' 


10.  The  Limited  Liability  Company:  (oheok  one) 

is  managed  by  a  manager  or  managers  (List  names  and  business  addresses.) 

John  Wicker  (Managing  Member)-  946  Bryant  Street,  Suite  350,  San  Francisco,  CA  94103 

□  has  management  vested  In  the  member  or  members  (List  names  and  addresses.) 


1 1. 


Under  tfteo^cumsm^  ‘I?®.- Company  for  service  ol  process 


croumstanoes  set  forth  ln  subsection  (b)  of  oil* 

,4-  »rir^ 


Dated 


P  {Must Cwnpjy  wtfi  €ffoHoJT54Sof  IU0AJ 
j  ,  John  wicker, .  Manager 

Wim7MtfTltls{typ9  orprtii) 


SitflliSnr  178.30  oFtha  Aamlniiimltvo  Flute  a. 


Pflotsc  by  authority  of  the  8  tat*  Ol  IWnob.  November  3008-  7  -  UC-1 7.1 0 


@  004/006 


PICK  N  PULL 


03/16/2009  08:15  FAI  9166827820 


GENERALUC$4$e,  IBM 


;  **  RENEWAL  V 

One  Thousand  Fifty  And  OQJlOO 


In  Consideration  of. 


Dollars 


VILLAGE  OI:  SUMMIT 


License  is  Hereby  Granted  to 


i  is  Hereby  Granted  to  - - - - —— - u _ _ _ 

To  operate  a  wholesale  &  retail  motor  vehicles/scrap  yard  7500  w.  61st  pl.  su 


(year) 

In  supft  tiasf 1 

village  of  summit 


village 


March 


03/16/2009  08:14  FAX  9166827820 


PICK  N  PULL 


0002/006 


REGISTRATION  FOR  AUTHORITY  TO  DEAL  IN  VEHICLES 


UDL13103  DEALER 
ORS  9700038347 


;  Jane  WW* 

&:cretary  At  fetatt 
$Nate  of  JUinoiff 


VOID  AFTER' DECEMBER  31.  2009 

corporation 


Ntf  AN»TH$MASi 


P I CK^M-POLL  "AUTO  OlSMANTiER  CHItA 
GO  INC 

7800  W  61 ST  PLACE 

SUMMIT,  IL'  60501 


type  of  Vehicles  Dealt  m  AUTOMOTIVE  PART;  RECYCLER _ _ 

Prinoipal  Place  of  Hudnim  7800  61ST-  PLACE  SUMMIT,  IL  "  60501 1  _ 

Supplemental  Certificate  Numbers  UDLT31D3  ;  ODl-ftnl _ 

Now,  therefore,  1,  Je6se  White,  Secretary  of  State  of  the  Elate  of  Illinois,  do  hereby  license  the  aforementioned  business,  as  provided 
underthe  Illinois  Vehicle  Code,  at  the  above  address  orae  dresses  untH  the  31st  day  of  December,  -rnnai  unless  this  license 
Is  revoked  before  the  date  as  provided. 

WITNESS  MY  HAND  AND  SEAL  OF  THE  STATE  OF  ILLINOIS,  THIS  5T*W  OF  ~  2009 


81  OF  01 


Secretary  of  State 


Printed  oy  authority  of  tie  State  o  Iflbwta,  flT  DS  20£  —  duly  2007 _ VS-0&-2Q2 — £4M 


‘d  906£  ‘°N 


os#  nnd-N-Mid  mr- oi  600Z  u l  *j*w 


03/16/2009  08:13  FAX  9166827820 


PICK  N  PULL 


EI001/006 


Printed  by  authority  a(  th«  State  of  I1  ilnolB,  RT  DS  20.6 — July  2007 — vs-08-202  —  2tM 


£  -d  8ar°N 


o£#  nnd-N-Mid  wd8£:a  soos  -ot  'aon 


Proposal^  to  the  Chicago  Department^  of_  Street 's  &  Sanitation  and  Department  of  Revenue 


Appendix  T:  Fee  Schedule 


The  attached  Fee  Schedule  is  accompanied  by  an  attachment  that  provides  additional  details  on  a 
proposed  plan  to  return  funds  to  the  City  in  the  form  of  a  profit  share.  This  plan  provides  the  City 
with  upside  potential  and  a  way  to  maximize  the  budgetary  impact  of  these  services  to  the  City  of 
Chicago.  This  information  supplements  the  data  that  has  been  provided  in  a  format  consistent  with 
what  was  released  with  the  RFP. 


AutoRetum 


Proprietary  and  Confidential  to  AutoRetum 


Proposal  to  the  Chicago  Department  of  Streets  &  Sanitation  and  Department  of  Revenue 


AutoRetum 


Proprietary  and  Confidential  to  AutoRetum 


EXHIBIT  2 
FEE  PROPOSAL 


Fee  Proposal  for  Department  of  Streets  and  Sanitation 

Fee  proposals  must  be  based  upon  the  estimates  provided  in  Exhibit  1,  Section  III  “Volume  of 
Tows  and  Unclaimed  Vehicles”. 

Auto  Pound  #3S  and  #3N 

Abandoned  Tows: 


The  Contractor  will  pay  the  City  of  Chicago  fifteen*  dollars 
($15.00*)  for  each  Vehicle  impounded  as  an  Abandoned  Tow.  The 
Contractor  will  not  charge  the  City  for  the  cost  of  towing  Abandoned 
Tows.  Additionally,  the  Contractor  will  absorb  the  costs  of  administering 
Auto  Pounds  #3S  and  #3N.  The  City  will  transfer  all  unclaimed  Vehicles 
valued  as  scrap  from  Pound  #3S  and  #3N  to  the  Contractor  without 
charge. 

In  the  event  that  a  Vehicle  towed  as  an  Abandoned  Tow  is  redeemed  or 
transferred  from  the  pound  to  the  City,  the  Contractor  will  be  entitled  to  a 
credit  of  twenty- five*  dollars  ($  25 .00*)  for  each  Vehicle 
redeemed  or  transferred  from  the  pound  to  the  City  against  any  monies  it 
owes  the  City  for  the  Vehicle  impounded. 

"ALTERNATE  PROPOSAL: 

The  Contractor  must  provide  a  cost  proposal  as  shown  above.  In  addition,  the  Contractor  may 
submit  an  alternate  compensation  scheme  for  Abandoned  Tows.  Any  cost  proposal  and/or  alternate 
compensation  scheme  submitted  by  the  Contractor  must  be  accompanied  by  the  following:  (a) 
Contractor's  best  estimate  for  the  total  contract  cost  for  the  entire  initial  base  contract  term,  based  on 
its  proposed  pricing;  (b)  adequate  supporting  documentation  to  ensure  that  the  proposed  pricing  is 
clear;  (c)  a  description  of  the  scope,  limitations,  and  qualifications  of  the  pricing  proposal,  so  as  to 
allow  the  Evaluation  Committee  to  adequately  identify  and  analyze  the  Contractor's  costing  methods; 
and  (d)  a  detailed  explanation  of  any  assumptions,  ground  rules,  methodology  or  substantiating  data 
used  to  derive  budgetary  estimates  for  the  contract  term,  any  discount  factor,  or  any  other  component 
of  the  Contractor's  pricing  proposal.  The  burden  of  adequately  documenting  the  foregoing  items  is 
on  the  Contractor,  and  any  pricing  proposal  that  is  not  adequately  explained  or  substantiated  may  be 
considered  non-responsive  to  this  RFP." 

*  -  See  Note  1  on  the  attached  page  for  additional  details. 
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Request  for  Proposal  for  Auto  Pound  Management,  Boot  Release  and  Tow,  and  Related  Towing  Services 


Auto  Pounds  #1,  #4,  #2  and  #6  or  other  Facilities  as  directed  by  the  Commissioner 

Immediate  Tows:  The  Contractor  will  tow  all  Vehicles  weighing  8,000  lbs  or  less  at  the  rate 
of  eighty* _ dollars  ($ 80-00*)  per  vehicle. 

The  Contractor  will  tow  all  Vehicles  weighing  greater  than  8,000  lbs  at  the  rate  of 
one  hundred  f  ifteen*dollars  ($  115 .  oo*  1  per  vehicle. 


Administrative  Costs  for  Auto  Pounds  #2  and  #6: 

The  Contractor  will  additionally  charge  the  City  twenty-  two*j0qars 
($  22.00*  )  per  Vehicle  inventoried  by  the  Contractor  to  offset 

administration  costs  associated  with  the  Auto  Pounds  in  accordance  with 
the  requirements  set  forth  in  this  proposal. 

Special  Tows:  The  Contractor  will  tow  vehicles  from  beyond  the  Corporate  City  Limits  to  the 

designated  Pound  at  the  rate  of  _ dollars  ($  5.00*  ^ 

per  mile. 


A.  Unclaimed  Vehicles 

1 .  The  Contractor  will  pay  the  City  for  unclaimed  Vehicles  valued  as  scrap  at  Auto  Pounds 
#2  and  #6  that  are  transferred  to  the  Contractor  by  the  City  in  accordance  with  625 
ELCS5/4-200  et.  seq.  The  price  paid  to  the  City  for  unclaimed  Vehicles  will  be 

zero* _ dollars  ($  0.00*  j  per  Vehicle.  The  price  paid  to  the  City 

for  unclaimed  Heavy  duty  Vehicles  will  be  zero* _ _ _ dollars 

f$  0-00*  )  per  Heavy  Duty  Vehicle. 

2.  The  Contractor  will  pay  the  City  for  unclaimed  Vehicles  valued  as  scrap  at  Auto  Pounds  #2 
and  #6  that  are  transferred  to  the  Contractor  by  the  City  in  accordance  with  625  ELCS5/4-200 
et.  seq.  The  Contractor  will  pay  the  Citv42*%  of  the  price  per  ton  as  posted  by  Iron  Age.  The 
price  for  the  month  will  be  set  by  the  first  monthly  internet  posting  made  by  Iron  Age  for  the 
Chicago  Region  Ferrous  Shredded  Scrap.  Each  unclaimed  vehicle  transferred  will  be 
considered! .  4*tons.  Contractor  agrees  each  unclaimed  Heavy  Duty  Vehicle  transferred  to 
them  will  be  considered!  .4*tons. 

"ALTERNATE  PROPOSAL:  The  Contractor  must  provide  a  cost  proposal  as  shown  above.  In 

addition,  the  Contractor  may  submit  an  alternate  compensation  scheme  for  Unclaimed  Vehicles. 

2 

-  See  Note  1  on  the  attached  page  for  additional  details. 


Request  for  Proposal  for  Auto  Pound  Management,  Boot  Release  and  Tow,  and  Related  Towing  Services 


Any  cost  proposal  and/or  alternate  compensation  scheme  submitted  by  the  Contractor  must  be 
accompanied  by  the  following:  (a)  Contractor's  best  estimate  for  the  total  contract  cost  for  the  entire 
initial  base  contract  term,  based  on  its  proposed  pricing;  (b)  adequate  supporting  documentation  to 
ensure  that  the  proposed  pricing  is  clear;  (c)  a  description  of  the  scope,  limitations,  and  qualifications 
of  the  pricing  proposal,  so  as  to  allow  the  Evaluation  Committee  to  adequately  identify  and  analyze 
the  Contractor's  costing  methods;  and  (d)  a  detailed  explanation  of  any  assumptions,  ground  rules, 
methodology  or  substantiating  data  used  to  derive  budgetary  estimates  for  the  contract  term,  any 
discount  factor,  or  any  other  component  of  the  Contractor's  pricing  proposal.  The  burden  of 
adequately  documenting  the  foregoing  items  is  on  the  Contractor,  and  any  pricing  proposal  that  is  not 
adequately  explained  or  substantiated  may  be  considered  non-responsive  to  this  RFP." 


Relocation  Tows: 

The  City  will  pay  the  Contractor  eighty* * _ dollars  ($  80.00*  )  per  truck  hour 

for  the  first  8  hours. 


The  City  will  pay  the  Contractor  one  hundred  twenty*  dollars  ($  120.00*  t  per  hour  for 
each  hour,  or  fraction  thereof,  in  excess  of  the  first  8  hours. 


COMPENSATION  SCHEDULE  FOR  DEPARTMENT  OF  REVENUE  BOOT-RELEASE- 

AND-TOW 


The  Department  of  Revenue  wishes  to  have  one  bid  line  that  incorporates  all  costs 
(administrative,  vehicles,  personnel,  insurance,  communications,  etc.)  associated  with  Boot- 
Release- and-Tow  requirements. 

Cost  should  be  (xx  $’s)  per  each  Boot-Release-and-Tow:  $30* _ _ _ 


*  -  See  Note  1  on  the  attached  page  for  additional  details. 
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Request  for  Proposal  for  Auto  Pound  Management,  Boot  Release  and  Tow,  and  Related  Towing  Services 


Qf* 

Auto  Return 


Explanatory  Note  to  Fee  Schedule 

This  explanatory  note  is  an  supplement  to  AutoRetum’s  Fee  Schedule  and  provides  terms  and 
conditions  that  the  Company  believes  are  best  described  in  the  form  of  a  detailed  explanatory  note  to 
accompany  the  requested  fee  schedule  from  the  RFP. 

Note  1:  The  Company  has  provided  the  amounts  listed  in  the  attached  Fee  Schedule  as  base  amounts 
for  the  first  year  (“Base  Fees”)  of  the  contract  to  be  paid  either  1)  by  the  Company  to  the  City  or  2) 
from  the  City  to  the  Company.  The  Company  proposes  to  subject  these  Base  Fees  to  a  percentage 
increase  commencing  on  each  anniversary  date  (the  "Anniversary  Date")  of  the  effective  date  of  the 
Contract  (“Effective  Date”).  The  Base  Fees  would  be  adjusted  on  the  first  Anniversary  Date  and  on 
that  same  date  in  each  succeeding  year  in  direct  proportion  to  the  percentage  increase  in  the  consumer 
price  index  for  All  Urban  Consumers  for  Chicago-Gary-Kenosha,  IL-IN-WI  (CPI)  based  on  data  from 
the  Bureau  of  Labor  Statistics.  The  month  preceding  the  Effective  Date  by  two  months  could  be  set  as 
a  base  index  ("Base  Index")  and  the  month  preceding  each  Anniversary  Date  by  two  months  could  be 
set  as  the  current  index  ("Current  Index").  In  no  case  would  the  adjusted  fees  be  less  than  the  Base 
Fees.  If  the  Current  Index  has  increased  over  the  Base  Index,  the  adjusted  Base  Fees  shall  be 
determined  by  multiplying  the  Base  Fees  by  a  fraction,  the  numerator  of  which  is  the  Current  Index 
and  the  denominator  of  which  is  the  Base  Index. 

In  addition,  in  the  event  the  City  decides  to  terminate  the  Contract  prior  to  the  exhaustion  of  the  initial 
term  and  all  potential  extensions,  other  than  for  reasons  based  on  termination  for  cause  events,  the 
Company  proposes  that  a  fee  of  $500,000  be  paid  to  AutoRetum  by  the  City. 

The  above  terms,  taken  in  conjunction  with  the  proposal  below,  are  provided  to: 

1 .  Protect  the  Company  in  reasonable  ways  based  on  the  anticipated  risks  and  financial 
commitments  necessary  to  properly  provide  the  service  levels  desired  by  the  City  for  this 
Contract;  and 

2.  Provide  a  way  for  the  City  of  Chicago  to  participate  in  any  future  upside. 

More  Money  for  the  Cifv  of  Chicago 

The  Company  proposes  a  way  to  return  funds  to  the  City  and  provide  the  City  with  upside  and  a  way  to 
maximize  the  budgetary  impact  of  these  services  to  the  City  of  Chicago.  Through  experience, 
AutoRetum  knows  how  to  run  a  municipal  towing  operation  in  the  most  efficient  way  possible. 
AutoRetum's  significant  infrastructure  investment  means  AutoRetum  does  not  have  to  "re-invent  the 
wheel"  for  this  Contract.  This  efficiency  means  lower  costs  and  more  money  for  the  City.  The  major 
variables  other  than  costs  affecting  the  successful  bidder's  finances  are  the  following: 

1.  Towing  volume 

2.  Towing  rates 

3.  The  price  received  for  selling  unclaimed  vehicles 

These  variables  are  somewhat  out  of  the  control  of  the  contractor.  When  these  numbers  go  up,  the 
towing  contractor  benefits  most  -  not  the  City.  As  a  good  municipal  partner,  AutoRetum  believes  that 
sharing  economic  upside  is  the  right  thing  to  do. 


AutoRetum 


Proprietary  and  Confidential  to  AutoRetum 

Use  or  disclosure  of  data  contained  on  this  sheet  is  subject  to  the  restriction  on  the  title  page  of  this  Proposal 


The  AutoRetum  Revenue  Share  Model 


The  model  is  simple  and  can  be  discussed  as  four  steps: 

■  Step  one:  AutoRetum  earns  operating  profit  (“Proceeds”)  equal  to  7.5%  of  revenues 

■  Step  two:  The  City  receives  50%  of  all  Proceeds  until  AutoRetum  has  earned  cumulative 
operating  profits  equal  to  15%  of  revenues 

■  Step  three:  The  City  receives  67%  of  all  additional  Proceeds  until  AutoRetum  has  earned 
cumulative  operating  profits  equal  to  25%  of  revenue 

■  Step  four:  The  City  receives  100%  of  all  additional  Proceeds 


Amounts  Returned  to  the  City:  $1.6  million  Annually  —  The  Company  will  be  receiving 
payments  for  towing  and  administrative  charges  (“Payments”)  from  the  City.  The  revenue 
share  model  has  been  created  to  provide  a  significant  return  of  Payments  in  scenarios  where 
the  results  meet  the  expectations  from  the  RFP  and  return  even  greater  amounts  if  the  City’s  estimated 
activities  are  exceeded.  The  return  of  Payment  amounts  of  $1.6  million  is  a  scenario  based  on  the  tow 
volume  estimate  provided  in  the  RFP  of  approximately  93,000  per  year  and  an  average  revenue  per 
tow  estimate  of  approximately  $200  per  vehicle  (amount  is  net  of  fees  paid  to  the  City  for  unclaimed 
vehicles).  The  Company  believes  the  $200  average  revenue  assumption  is  conservative  based  on  the 
current  disposal  market  and  the  towing  and  administrative  rates  proposed  by  the  Company.  The 
Company  is  flexible  in  determining  how  best  to  return  these  funds  to  the  City,  either  through  offsets  to 
the  payments  for  towing  and  administrative  charges  or  some  other  preferred  mechanism. 

The  chart  provided  below  provides  estimated  amounts  to  be  paid  to  the  city  based  on  varying  tow 
volumes  and  average  revenue  per  tow  data. 


$1.6  million 
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Proposal  to  the  Chicago  Department^  ofStreets  &  Sanitation  andDepartment  ofRevenue 


Appendix  U :  Financial  Statements  and  Financing  Letters 


This  appendix  contains  the  following  items  related  to  the  financial  statements  for  TEGSCO,  LLC 
(“AutoRetum”)  and  the  financial  support  that  is  available  to  AutoRetum: 

■  Audited  Balance  Sheets  as  of  December  31,  2008,  2007  and  2006  for  AutoRetum 

■  Audited  Statements  of  Operations  for  2008, 2007  and  2006  for  AutoRetum 

•  Audited  Statements  of  Cash  Flows  for  2008,  2007  and  2006  for  AutoRetum 

■  Performance  Bond  Letter  for  AutoRetum 

•  Financing  commitment  letter  from  St  Cloud  Capital  to  support  AutoRetum 

•  Financing  commitment  letter  from  Bridge  Bank  to  support  AutoRetum 
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Appendix  V:  Economic  Disclosure  Statement 


This  appendix  provides  the  signed  and  notarized  Economic  Disclosure  Statement  (“EDS”)  for 
TEGSCO,  LLC  (“AutoRetum”). 
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EDS 

Section  IV  Attachment 


Name 

Business  Address 

Retain  Status 

Relationship 

Fees 

Fletcher,  O'Brien,  Kasper 
&  Nottage 

222  N.  LaSalle,  #300 
Chicago,  IL.  60601 

Retained 

Attorney  and 
consultant 

$20,000 

Bill  Griffin,  Law  Office 
of  William  Griffin,  P.C. 

20  S.  Clark  St.,  #2900 
Chicago,  IL  60603 

Retained 

Attorney  and 
consultant 

$10,000 

Pick-n-Pull  Auto 
Dismantlers  Chicago,  Inc. 
(vehicle  recycling) 

7800  W.  61*  Place 
Summit,  IL  60501 

Anticipate  to  retain 

Subcontractor 

Per  vehicle 
amounts 

We're  Cleaning,  Inc.  d/b/a 

1  Gold  Star  Security 

2628  S.  Wabash  Ave 

2nd  Floor 

Chicago,  IL  60605 

Anticipate  to  retain 

Subcontractor 

(MBE) 

Hourly  rates 
for  security 
services 

Petromex  (fuels, 
petroleum  products) 

14702  S.  Hamlin 
Midlothian,  IL  60445 

Anticipate  to  retain 

Subcontractor 

(MBE) 

Per  gallon 
fees 

Higinio  Towing  and 
Transportation 

3246  S.  50m  Ave. 

Cicero,  IL  60804 

Anticipate  to  retain 

Subcontractor 

(MBE) 

Per  tow  fees 

XL  Towing  and  Storage 

Inc. 

3656  W.  Columbus  Ave. 
Chicago,  IL  60652 

Anticipate  to  retain 

Subcontractor 

(WBE) 

Per  tow  fees 

6727  S.  State  St. 

Chicago,  IL  60637 

Anticipate  to  retain 

Subcontractor 

Per  tow  fees 

D&D  Towing  & 

Recoveiy 

Service,  Inc. 

1 1 1 1  Linden  Ave. 
Bellwood,  IL  60104 

Anticipate  to  retain 

Subcontractor 

Per  tow  fees 

Rokaitis  Industries,  Inc, 
(Towing) 

4546  S.  Archer  Ave. 
Chicago,  IL  60632 

Anticipate  to  retain 

Subcontractor 

Per  tow  fees 

Chromy’s  (Towing) 

2021  W.  Ferdinand  St. 
Chicago,  IL  60612 

Anticipate  to  retain 

Subcontractor 

Per  tow  fees 

Airline  Towing 

12658  S.  Winchester 
Calumet  Park,  IL  60827 

Anticipate  to  retain 

Subcontractor 

Per  tow  fees 

Ambassador  Car  Carriers 
(Towing) 

16242  S.  107"’  St. 

Orland  Park,  IL  60462 

Anticipate  to  retain 

Subcontractor 

Per  tow  fees 

Wells  Automotive  Service 
(Towing) 

13 17  N.  Wells  St. 

Chicago,  IL  60610 

Anticipate  to  retain 

Subcontractor 

Per  tow  fees 

S&H  Towing 

3609  W.  Harrison  St. 
Chicago,  IL  60624 

Anticipate  to  retain 

Subcontractor 

Per  tow  fees 

Corky’s  Global 

Enterprises  (Towing) 

10841  S.  Green  St. 
Chicago,  IL  60643 

Anticipate  to  retain 

Subcontractor 

Per  tow  fees 

Mikes  Towing 

3514  S.  Archer  Ave. 
Chicago,  IL  60609 

Anticipate  to  retain 

Subcontractor 

Per  tow  fees 

Patterson’s  Circle  R 

Towing 

10106  S.  Michigan  Ave. 
Chicago,  IL  60628 

Anticipate  to  retain 

Subcontractor 

Per  tow  fees 

Hartz  Towing  & 

Transport 

8450  S.  Lafayette 

Chicago,  IL  60620 

Anticipate  to  retain 

Subcontractor 

Per  tow  fees 

CITY  OF  CHICAGO  ECONOMIC  DISCLOSURE  STATEMENT  AND  AFFIDAVIT 
SECTION  I  -  GENERAL  INFORMATION 

A.  Legal  name  of  Disclosing  Party  submitting  this  EDS.  Include  d/b/a I  if  applicable: 
TEGS CO ,  LLC 


Check  ONE  of  the  following  three  boxes: 

Indicate  whether  Disclosing  Party  submitting  this  EDS  is: 

1.  y  the  Applicant 

OR 

2.  [  ]  a  legal  entity  holding  a  direct  or  indirect  interest  in  the  Applicant.  State  the  legal  name  of  the 

Applicant  in  which  Disclosing  Party  holds  an  interest:  _ _ : _ 

OR 

3.  [  ]  a  specified  legal  entity  with  a  right  of  control  (see  Section  II.B .  1  .b.)  State  the  legal  name  of 

the  entity  in  which  Disclosing  Party  holds  a  right  of  control:  .  _ 

B.  Business  address  of  Disclosing  Party:  600  5outh  Second  Street,  Suite  103 

Springfield,  Illinois  62704 _ _ 


C.  Telephone:  415-575-2356  _ Fax:  415-575-2376 _ Email:  rkrouse@autoreturn . com 

D.  Name  of  contact  nerson:  Raymond  E.  Krouse _ 

E.  Federal  Employer  Identification  No.  (if  you  have  one):  01~  0688299 _ 

F.  Brief  description  of  contract,  transaction  or  other  undertaking  (referred  to  below  as  the  "Matter")  to 
which  this  EDS  pertains.  (Include  project  number  and  location  of  property,  if  applicable): 

AUTO  POUND  MANAGEMENT,  BOOT  RELEASE  AND  TOW,  AND  RELATED  TOWING  SERVICES 

___  •  1  ar-.*  .  a  *  a.  *  .  .  Department  of  Procurement  Services 

G.  Which  City  agency  or  department  is  requesting  this  EDS?  _ _ _ _ _ 

If  the  Matter  is  a  contract  being  handled  by  the  City’s  Department  of  Procurement  Services,  please 
complete  the  following: 


Specification #  71969 


and  Contract  # 


M/A 


Page  1  of  13 


SECTION  II  ~  DISCLOSURE  OF  OWNERSHIP  INTERESTS 


A.  NATURE  OF  DISCLOSING  PARTY 

Limited  liability  company* 

[  ]  Limited  liability  partnership* 

Joint  venture* 

Not-for-profit  corporation 
(Is  the  not-for-profit  corporation  also  a  501(c)(3))? 
Yes  [  ]  No 

Other  (please  specify) 
_ 

*  Note  B.l.b  below. 

2.  For  legal  entities,  the  state  (or  foreign  country)  of  incorporation  or  organization,  if  applicable: 
California 


3.  For  legal  entities  not  organized  in  the  State  of  Illinois:  Has  the  organization  registered  to  do 
business  in  the  State  of  Illinois  as  a  foreign  entity? 

M  Yes  [  ]  No  [  ]  N/A 

B.  IF  THE  DISCLOSING  PARTY  IS  A  LEGAL  ENTITY: 


1.  Indicate  the  nature  of  the  Disclosing  Party: 

[  ]  Person  [x| 

[  ]  Publicly  registered  business  corporation 
[  ]  Privately  held  business  corporation  [  ] 

[  ]  Sole  proprietorship  [  ] 

[  ]  General  partnership* 

t  ]  Limited  partnership*  [  ] 

[  ]  Trust  [  ] 


1  .a.  List  below  the  full  names  and  titles  of  all  executive  officers  and  all  directors  of  the  entity.  For 
not-for-profit  corporations,  also  list  below  all  members,  if  any,  which  are  legal  entities.  If  there  are  no 
such  members,  write  "no  members."  For  trusts,  estates  or  other  similar  entities,  list  below  the  legal 
titleholder(s). 


Name 

John  Wicker 
Raymond  Krouse 

George  Hoyem 
Robert  Reddy 

Kacy  Rozeile 
Gene  Washington 


Title 

President , CEO Chairman, Managing  Member 
Secretary  and  CFO 

Member  of  the  Board  of  Directors 
Member  of  the  Board  of  Directors 

Member  of  the  Board  of  Directors  ’ 
Member  of  the  Board  of  Directors 


l.b.  If  you  checked  “General  partnership,”  “Limited  partnership,”  “Limited  liability  company,” 
“Limited  liability  partnership”  or  “Joint  venture”  in  response  to  Item  A.l.  above  (Nature  of  Disclosing 
Party),  list  below  the  name  and  title  of  each  general  partner,  managing  member,  manager  or  any  other 
person  or  entity  that  controls  the  day-to-day  management  of  the  Disclosing  Party.  NOTE:  Each  legal 
entity  listed  below  must  submit  an  EDS  on  its  own  behalf. 


Name 

John  Wicker 


Title 

President  and  CEO,  Chairman  of  Board,  Managing  Member 


2.  Please  provide  the  following  information  concerning  each  person  or  entity  having  a  direct  or 
indirect  beneficial  interest  (including  ownership)  in  excess  of  7.5%  of  the  Disclosing  Party.  Examples  of 
such  an  interest  include  shares  in  a  corporation,  partnership  interest  in  a  partnership  or  joint  venture, 
interest  of  a  member  or  manager  in  a  limited  liability  company,  or  interest  of  a  beneficiary  of  a  trust, 
estate  or  other  similar  entity.  If  none,  state  “None.” 

NOTE:  Pursuant  to  Section  2-154-030  of  the  Municipal  Code  of  Chicago  (“Municipal  Code”),  the  City  may 
require  any  such  additional  information  from  any  applicant  which  is  reasonably  intended  to  achieve  full 
disclosure. 

Name  Business  Address  Percentage  Interest  in  the 

Disclosing  Party 

John  Wicker  /  945  Bryant  St,  Suite  350,  San  Francisco,  CA  94103  /  43.6% 


SECTION  III  -  BUSINESS  RELATIONSHIPS  WITH  CITY  ELECTED  OFFICIALS 

Has  the  Disclosing  Party  had  a  "business  relationship,"  as  defined  in  Chapter  2-156  of  the  Municipal  Code, 
with  any  City  elected  official  in  the  12  months  before  the  date  this  EDS  is  signed? 

[  ]  Yes  M  No 

If  yes,  please  identify  below  the  name(s)  of  such  City  elected  official(s)  and  describe  such  relationship(s): 


SECTION  IV  -  DISCLOSURE  OF  SUBCONTRACTORS  AND  OTHER  RETAINED  PARTIES 

The  Disclosing  Party  must  disclose  the  name  and  business  address  of  each  subcontractor,  attorney,  lobbyist, 
accountant,  consultant  and  any  other  person  or  entity  whom  die  Disclosing  Party  has  retained  or  expects  to  retain 
in  connection  with  the  Matter,  as  well  as  the  nature  of  the  relationship,  and  the  total  amount  of  the  fees  paid  or 
estimated  to  be  paid.  The  Disclosing  Party  is  not  required  to  disclose  employees  who  are  paid  solely  through  the 
Disclosing  Party's  regular  payroll. 
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“Lobbyist”  means  any  person  or  entity  who  undertakes  to  influence  any  legislative  or  administrative  action 
on  behalf  of  any  person  or  entity  other  than:  (1)  a  not-for-profit  entity,  on  an  unpaid  basis,  or  (2)  himself. 
“Lobbyist”  also  means  any  person  or  entity  any  part  of  whose  duties  as  an  employee  of  another  includes 
undertaking  to  influence  any  legislative  or  administrative  action. 

If  the  Disclosing  Party  is  uncertain  whether  a  disclosure  is  required  under  this  Section,  the  Disclosing  Party 
must  either  ask  the  City  whether  disclosure  is  required  or  make  the  disclosure. 

Name  Business  Relationship  to  Disclosing  Party  Fees 

(indicate  whether  Address  (subcontractor,  attorney,  (indicate  whether 

retained  or  anticipated  lobbyist,  etc.)  paid  or  estimated) 

to  be  retained) 

See  Attached  Page. 


(Add  sheets  if  necessary) 

[  ]  Check  here  if  the  Disclosing  party  has  not  retained,  nor  expects  to  retain,  any  such  persons  or  entities. 

SECTION  V  -  CERTIFICATIONS 
A.  COURT-ORDERED  CHILD  SUPPORT  COMPLIANCE 

Under  Municipal  Code  Section  2-92-415,  substantial  owners  of  business  entities  that  contract  with  the  City 
must  remain  in  compliance  with  their  child  support  obligations  throughout  the  term  of  the  contract. 

Has  any  person  who  directly  or  indirectly  owns  10%  or  more  of  the  Disclosing  Party  been  declared  in  arrearage 
on  any  child  support  obligations  by  any  Illinois  court  of  competent  jurisdiction? 

[  ]  Yes  [:xj  No  [  ]  No  person  owns  10%  or  more  of  the  Disclosing  Party. 

If  “Yes,”  has  the  person  entered  into  a  court-approved  agreement  for  payment  of  all  support  owed  and  is  the 
person  in  compliance  with  that  agreement? 

[  ]  Yes  [  ]  No 


J 
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B.  FURTHER  CERTIFICATIONS 


1.  The  Disclosing  Party  and,  if  the  Disclosing  Party  is  a  legal  entity,  all  of  those  persons  or  entities 
identified  in  Section  II.B.l.  of  this  EDS: 


a.  are  not  presently  debarred,  suspended,  proposed  for  debarment,  declared  ineligible  or 
voluntarily  excluded  from  any  transactions  by  any  federal,  state  or  local  unit  of  government; 

b.  have  not,  within  a  five-year  period  preceding  the  date  of  this  EDS,  been  convicted  of  a 
criminal  offense,  adjudged  guilty,  or  had  a  civil  judgment  rendered  against  them  in  connection 
with:  obtaining,  attempting  to  obtain,  or  performing  a  public  (federal,  state  or  local)  transaction  or 
contract  under  a  public  transaction;  a  violation  of  federal  or  state  antitrust  statutes;  fraud; 
embezzlement;  theft;  forgery;  bribery;  falsification  or  destmction  of  records;  making  false 
statements;  or  receiving  stolen  property; 

c.  are  not  presently  indicted  for  or  otherwise  criminally  or  civilly  charged  by  a  governmental 
entity  (federal,  state  or  local)  with  commission  of  any  of  the  offenses  enumerated  in  clause  B.l.b. 
of  this  Section  V; 

d.  have  not,  within  a  five-year  period  preceding  the  date  of  this  EDS,  had  one  or  more  public 
transactions  (federal,  state  or  local)  terminated  for  cause  or  default;  and 

e.  have  not,  within  a  five-year  period  preceding  the  date  of  this  EDS,  been  convicted,  adjudged 
guilty,  or  found  liable  in  a  civil  proceeding,  or  in  any  criminal  or  civil  action,  including  actions 
concerning  environmental  violations,  instituted  by  the  City  or  by  the  federal  government,  any  state, 
or  any  other  unit  of  local  government. 


2.  The  certifications  in  subparts  2,  3  and  4  concern: 

•  the  Disclosing  Party; 

•  any  “Applicable  Party”  (meaning  any  party  participating  in  the  performance  of  the  Matter, 
including  but  not  limited  to  any  persons  or  legal  entities  disclosed  under  Section  IV, 
“Disclosure  of  Subcontractors  and  Other  Retained  Parties”); 

•  any  "Affiliated  Entity"  (meaning  a  person  or  entity  that,  directly  or  indirectly:  controls  the 
Disclosing  Party,  is  controlled  by  the  Disclosing  Party,  or  is,  with  the  Disclosing  Party,  under 
common  control  of  another  person  or  entity.  Indicia  of  control  include,  without  limitation: 
interlocking  management  or  ownership;  identity  of  interests  among  family  members,  shared 
facilities  and  equipment;  common  use  of  employees;  or  organization  of  a  business  entity 
following  the  ineligibility  of  a  business  entity  to  do  business  with  federal  or  state  or  local 
government,  including  the  City,  using  substantially  the  same  management,  ownership,  or 
principals  as  the  ineligible  entity);  with  respect  to  Applicable  Parties,  the  term  Affiliated 
Entity  means  a  person  or  entity  that  directly  or  indirectly  controls  the  Applicable  Party,  is 
controlled  by  it,  or,  with  the  Applicable  Party,  is  under  common  control  of  another  person  or 
entity; 
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any  responsible  official  of  the  Disclosing  Party,  any  Applicable  Party  or  any  Affiliated  Entity 
or  any  other  official,  agent  or  employee  of  the  Disclosing  Party,  any  Applicable  Party  or  any 
Affiliated  Entity,  acting  pursuant  to  the  direction  or  authorization  of  a  responsible  official  of 
the  Disclosing  Party,  any  Applicable  Party  or  any  Affiliated  Entity  (collectively  "Agents"). 


Neither  the  Disclosing  Party,  nor  any  Applicable  Party,  nor  any  Affiliated  Entity  of  either  the 
Disclosing  Party  or  any  Applicable  Party  nor  any  Agents  have,  during  the  five  years  before  the  date  this 
EDS  is  signed,  or,  with  respect  to  an  Applicable  Party,  an  Affiliated  Entity,  or  an  Affiliated  Entity  of  an 
Applicable  Party  during  the  five  years  before  the  date  of  such  Applicable  Party's  or  Affiliated  Entity's 
contract  or  engagement  in  connection  with  the  Matter: 

a.  bribed  or  attempted  to  bribe,  or  been  convicted  or  adjudged  guilty  of  bribery  or  attempting  to 
bribe,  a  public  officer  or  employee  of  the  City,  the  State  of  Illinois,  or  any  agency  of  the  federal 
government  or  of  any  state  or  local  government  in  the  United  States  of  America,  in  that  officer's  or 
employee's  official  capacity; 

b.  agreed  or  colluded  with  other  bidders  or  prospective  bidders,  or  been  a  party  to  any  such 
agreement,  or  been  convicted  or  adjudged  guilty  of  agreement  or  collusion  among  bidders  or 
prospective  bidders,  in  restraint  of  freedom  of  competition  by  agreement  to  bid  a  fixed  price  or 
otherwise;  or 

c.  made  an  admission  of  such  conduct  described  in  a.  or  b.  above  that  is  a  matter  of  record,  but 
have  not  been  prosecuted  for  such  conduct;  or 

d.  violated  the  provisions  of  Municipal  Code  Section  2-92-610  (Living  Wage  Ordinance). 

3.  Neither  the  Disclosing  Party,  Affiliated  Entity  or  Applicable  Party,  or  any  of  their  employees, 
officials,  agents  or  partners,  is  barred  from  contracting  with  any  unit  of  state  or  local  government  as  a 
result  of  engaging  in  or  being  convicted  of  (1)  bid-rigging  in  violation  of  720  ILCS  5/33E-3;  (2) 
bid-rotating  in  violation  of  720  ILCS  5/33E-4;  or  (3)  any  similar  offense  of  any  state  or  of  the  United 
States  of  America  that  contains  the  same  elements  as  the  offense  of  bid-rigging  or  bid-rotating. 

4.  Neither  the  Disclosing  Party  nor  any  Affiliated  Entity  is  listed  on  any  of  the  following  lists 
maintained  by  the  Office  of  Foreign  Assets  Control  of  the  U.  S .  Department  of  the  Treasury  or  the  Bureau 
of  Industry  and  Security  of  the  U.S.  Department  of  Commerce  or  their  successors:  the  Specially 
Designated  Nationals  List,  the  Denied  Persons  List,  the  Unverified  List,  the  Entity  List  and  the  Debarred 
List. 

5.  The  Disclosing  Party  understands  and  shall  comply  with  (1)  the  applicable  requirements  of  the 
Governmental  Ethics  Ordinance  of  the  City,  Title  2,  Chapter  2-156  of  the  Municipal  Code;  and  (2)  all 
the  applicable  provisions  of  Chapter  2-56  of  the  Municipal  Code  (Office  of  the  Inspector  General). 
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6.  If  the  Disclosing  Party  is  unable  to  certify  to  any  of  the  above  statements  in  this  Part  B  (Further 
Certifications),  the  Disclosing  Party  must  explain  below: 


If  the  letters  "NA,"  the  word  "None,"  or  no  response  appears  on  the  lines  above,  it  will  be  conclusively 
presumed  that  the  Disclosing  Party  certified  to  the  above  statements. 

C.  CERTIFICATION  OF  STATUS  AS  FINANCIAL  INSTITUTION 

For  purposes  of  this  Part  C,  under  Municipal  Code  Section  2-32-455(b),  the  term  "financial  institution"  means 
a  bank,  savings  and  loan  association,  thrift,  credit  union,  mortgage  banker,  mortgage  broker,  trust  company, 
savings  bank,  investment  bank,  securities  broker,  municipal  securities  broker,  securities  dealer,  municipal 
securities  dealer,  securities  underwriter,  municipal  securities  underwriter,  investment  trust,  venture  capital 
company,  bank  holding  company,  financial  services  holding  company,  or  any  licensee  under  the  Consumer 
Installment  Loan  Act,  the  Sales  Finance  Agency  Act,  or  the  Residential  Mortgage  Licensing  Act.  However, 
"financial  institution"  specifically  shall  not  include  any  entity  whose  predominant  business  is  the  providing  of 
tax  deferred,  defined  contribution,  pension  plans  to  public  employees  in  accordance  with  Sections  403(b)  and 
457  of  the  Internal  Revenue  Code.  (Additional  definitions  may  be  found  in  Municipal  Code  Section 
2-32-455(b).) 

1.  CERTIFICATION 

The  Disclosing  Party  certifies  that  the  Disclosing  Party  (check  one) 

[  ]  is  [x]  is  not 

a  "financial  institution"  as  defined  in  Section  2-32-455(b)  of  the  Municipal  Code. 

2.  If  the  Disclosing  Party  IS  a  financial  institution,  then  the  Disclosing  Party  pledges: 

"We  are  not  and  will  not  become  a  predatory  lender  as  defined  in  Chapter  2-32  of  the  Municipal  Code. 
We  further  pledge  that  none  of  our  affiliates  is,  and  none  of  them  will  become,  a  predatory  lender  as 
defined  in  Chapter  2-32  of  the  Municipal  Code.  We  understand  that  becoming  a  predatory  lender  or 
becoming  an  affiliate  of  a  predatory  lender  may  result  in  the  loss  of  the  privilege  of  doing  business  with 
the  City." 

If  the  Disclosing  Party  is  unable  to  make  this  pledge  because  it  or  any  of  its  affiliates  (as  defined  in 
Section 
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2-32-455(b)  of  the  Municipal  Code)  is  a  predatory  lender  within  the  meaning  of  Chapter  2-32  of  the  Municipal 
Code,  explain  here  (attach  additional  pages  if  necessary): 


If  the  letters  "NA,"  the  word  "None,"  or  no  response  appears  on  the  lines  above,  it  will  be  conclusively 
presumed  that  the  Disclosing  Party  certified  to  the  above  statements. 

D.  CERTIFICATION  REGARDING  INTEREST  IN  CITY  BUSINESS 

Any  words  or  terms  that  are  defined  in  Chapter  2-156  of  the  Municipal  Code  have  the  same  meanings  when 
used  in  this  Part  D. 

1 .  In  accordance  with  S  ection  2-156-110  of  the  Municipal  Code:  Does  any  official  or  employee  of  the 
City  have  a  financial  interest  in  his  or  her  own  name  or  in  the  name  of  any  other  person  or  entity  in  the 
Matter? 

[  ]  Yes  H  No 

NOTE:  Ifyou  checked  "Yes"  to  ItemD.l.,  proceed  to  Items  D.2.  andD.3.  If  you  checked  "No"  to  Item 
D.I.,  proceed  to  Part  E. 

2.  Unless  sold  pursuant  to  a  process  of  competitive  bidding,  or  otherwise  permitted,  no  City  elected 
official  or  employee  shall  have  a  financial  interest  in  his  or  her  own  name  or  in  the  name  of  any  other 
person  or  entity  in  the  purchase  of  any  property  that  (i)  belongs  to  the  City,  or  (ii)  is  sold  for  taxes  or 
assessments,  or  (iii)  is  sold  by  virtue  of  legal  process  at  the  suit  of  the  City  (collectively,  "City  Property 
Sale").  Compensation  for  property  taken  pursuant  to  the  City's  eminent  domain  power  does  not 
constitute  a  financial  interest  within  the  meaning  of  this  Part  D. 

Does  the  Matter  involve  a  City  Property  Sale? 

[  ]  Yes  [  ]  No 

3.  If  you  checked  "Yes"  to  Item  D.  1.,  provide  the  names  and  business  addresses  of  the  City  officials 
or  employees  having  such  interest  and  identify  the  nature  of  such  interest: 

Name  Business  Address  Nature  of  Interest 


4.  The  Disclosing  Party  further  certifies  that  no  prohibited  financial  interest  in  the  Matter  will  be 
acquired  by  any  City  official  or  employee. 
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E.  CERTIFICATION  REGARDING  SLAVERY  ERA  BUSINESS 


The  Disclosing  Party  has  searched  any  and  all  records  of  the  Disclosing  Party  and  any  and  all  predecessor 
entities  for  records  of  investments  or  profits  from  slavery,  the  slave  industry,  or  slaveholder  insurance  policies 
from  the  slavery  era  (including  insurance  policies  issued  to  slaveholders  that  provided  coverage  for  damage  to 
or  injury  or  death  of  their  slaves)  and  has  disclosed  in  this  EDS  any  and  all  such  records  to  the  City.  In 
addition,  the  Disclosing  Party  must  disclose  the  names  of  any  and  all  slaves  or  slaveholders  described  in  those 
records.  Failure  to  comply  with  these  disclosure  requirements  may  make  the  Matter  to  which  this  EDS 
pertains  voidable  by  the  City. 

Please  check  either  1 .  or  2.  below.  If  the  Disclosing  Party  checks  2.,  the  Disclosing  Party  must  disclose  below 
or  in  an  attachment  to  this  EDS  all  requisite  information  as  set  forth  in  that  paragraph  2. 

X  l .  The  Disclosing  Party  verifies  that  (a)  the  Disclosing  Party  has  searched  any  and  all  records  of  the 
Disclosing  Party  and  any  and  all  predecessor  entities  for  records  of  investments  or  profits  from  slavery,  the 
slave  industry,  or  slaveholder  insurance  policies,  and  (b)  the  Disclosing  Party  has  found  no  records  of 
investments  or  profits  from  slavery,  the  slave  industry,  or  slaveholder  insurance  policies  and  no  records  of 
names  of  any  slaves  or  slaveholders. 

_ 2.  The  Disclosing  Party  verifies  that,  as  a  result  of  conducting  the  search  in  step  1(a)  above,  the 

Disclosing  Party  has  found  records  relating  to  investments  or  profits  from  slavery,  the  slave  industry,  or 
slaveholder  insurance  policies  and/or  the  names  of  any  slaves  or  slaveholders.  The  Disclosing  Party  verifies 
that  the  following  constitutes  full  disclosure  of  all  such  records: 


SECTION  VI  -  CERTIFICATIONS  FOR  FEDERALLY-FUNDED  MATTERS 

NOTE:  If  the  Matter  is  federally  funded,  complete  this  Section  VI.  If  the  Matter  is  not  federally  funded, 
proceed  to  Section  VII. 

A.  CERTIFICATION  REGARDING  LOBBYING 

1 .  List  below  the  names  of  all  persons  or  entities  registered  under  the  federal  Lobbying  Disclosure  Act 
of  1995  who  have  made  lobbying  contacts  on  behalf  of  the  Disclosing  Party  with  respect  to  the  Matter: 
(Begin  list  here,  add  sheets  as  necessary): 
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(If  no  explanation  appears  or  begins  on  the  lines  above,  or  if  the  letters  "NA"  or  if  the  word  "None" 
appear,  it  will  be  conclusively  presumed  that  the  Disclosing  Party  means  that  NO  persons  or  entities 
registered  under  the  Lobbying  Disclosure  Act  of  1995  have  made  lobbying  contacts  on  behalf  of  the 
Disclosing  Party  with  respect  to  the  Matter.) 

2.  The  Disclosing  Party  has  not  spent  and  will  not  expend  any  federally  appropriated  funds  to  pay  any 
person  or  entity  listed  in  Paragraph  A.l.  above  for  his  or  her  lobbying  activities  or  to  pay  any  person  or 
entity  to  influence  or  attempt  to  influence  an  officer  or  employee  of  any  agency,  as  defined  by  applicable 
federal  law,  a  member  of  Congress,  an  officer  or  employee  of  Congress,  or  an  employee  of  a  member  of 
Congress,  in  connection  with  the  award  of  any  federally  funded  contract,  making  any  federally  funded 
grant  or  loan,  entering  into  any  cooperative  agreement,  or  to  extend,  continue,  renew,  amend,  or  modify 
any  federally  funded  contract,  grant,  loan,  or  cooperative  agreement. 

3.  The  Disclosing  Party  will  submit  an  updated  certification  at  the  end  of  each  calendar  quarter  in 
which  there  occurs  any  event  that  materially  affects  the  accuracy  of  the  statements  and  information  set 
forth  in  paragraphs  A.l.  and  A.2.  above. 

If  the  Matter  is  federally  funded  and  any  funds  other  than  federally  appropriated  funds  have  been  or  will 
be  paid  to  any  person  or  entity  for  influencing  or  attempting  to  influence  an  officer  or  employee  of  any 
agency  (as  defined  by  applicable  federal  law),  a  member  of  Congress,  an  officer  or  employee  of 
Congress,  or  an  employee  of  a  member  of  Congress  in  connection  with  the  Matter,  the  Disclosing  Party 
must  complete  and  submit  Standard  Form-LLL,  "Disclosure  Form  to  Report  Lobbying,"  in  accordance 
with  its  instructions.  The  form  may  be  obtained  online  from  the  federal  Office  of  Management  and 
Budget  (OMB)  web  site  at  http://www.whitehouse.gov/omb/grants/sflllin.pdf,  linked  on  the  page 
http://www.whitehouse.gov/omb/grants/grants_forms.html. 

4.  The  Disclosing  Party  certifies  that  either:  (i)  it  is  not  an  organization  described  in  section  50 1  (c)(4) 
of  the  Internal  Revenue  Code  of  1986;  or  (ii)  it  is  an  organization  described  in  section  501(c)(4)  of  the 
Internal  Revenue  Code  of  1986  but  has  not  engaged  and  will  not  engage  in  "Lobbying  Activities". 

5.  If  the  Disclosing  Party  is  the  Applicant,  the  Disclosing  Party  must  obtain  certifications  equal  in 
form  and  substance  to  paragraphs  A.l.  through  A.4.  above  from  all  subcontractors  before  it  awards  any 
subcontract  and  the  Disclosing  Party  must  maintain  all  such  subcontractors'  certifications  for  the  duration 
of  the  Matter  and  must  make  such  certifications  promptly  available  to  the  City  upon  request. 

B .  CERTIFICATION  REGARDING  EQUAL  EMPLOYMENT  OPPORTUNITY 

If  the  Matter  is  federally  funded,  federal  regulations  require  the  Applicant  and  all  proposed  subcontractors  to 
submit  the  following  information  with  their  bids  or  in  writing  at  the  outset  of  negotiations. 
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Is  the  Disclosing  Party  the  Applicant? 

[  ]  Yes  [  ]  No 

If  “Yes,”  answer  the  three  questions  below: 

1 .  Have  you  developed  and  do  you  have  on  file  affirmative  action  programs  pursuant  to  applicable 
federal  regulations?  (See  41  CFR  Part  60-2.) 

[  ]  Yes  [  ]  No 

2.  Have  you  filed  with  the  Joint  Reporting  Committee,  the  Director  of  the  Office  of  Federal  Contract 
Compliance  Programs,  or  the  Equal  Employment  Opportunity  Commission  all  reports  due  under  the 
applicable  filing  requirements? 

[  ]  Yes  [  ]  No 

3.  Have  you  participated  in  any  previous  contracts  or  subcontracts  subject  to  the  equal  opportunity 
clause? 

[  ]  Yes  [  ]  No 

If  you  checked  “No”  to  question  1.  or  2.  above,  please  provide  an  explanation: 


SECTION  VII  -  ACKNOWLEDGMENTS,  CONTRACT  INCORPORATION,  COMPLIANCE, 
PENALTIES,  DISCLOSURE 

The  Disclosing  Party  understands  and  agrees  that: 

A.  By  completing  and  filing  this  EDS,  the  Disclosing  Patty  acknowledges  and  agrees,  on  behalf  of  itself  and 
the  persons  or  entities  named  in  this  EDS,  that  the  City  may  investigate  the  creditworthiness  of  some  or  all  of 
the  persons  or  entities  named  in  this  EDS. 

B.  The  certifications,  disclosures,  and  acknowledgments  contained  in  this  EDS  will  become  part  of  any 
contract  or  other  agreement  between  the  Applicant  and  the  City  in  connection  with  the  Matter,  whether 
procurement,  City  assistance,  or  other  City  action,  and  are  material  inducements  to  the  City's  execution  of  any 
contract  or  taking  other  action  with  respect  to  the  Matter.  The  Disclosing  Party  understands  that  it  must 
comply  with  all  statutes,  ordinances,  and  regulations  on  which  this  EDS  is  based. 

C.  The  City's  Governmental  Ethics  and  Campaign  Financing  Ordinances,  Chapters  2-156  and  2-164  of  the 
Municipal  Code,  impose  certain  duties  and  obligations  on  persons  or  entities  seeking  City  contracts,  work, 
business,  or  transactions.  The  full  text  of  these  ordinances  and  a  training  program  is  available  on  line  at 
www.cityofchicago.org/Ethics,  and  may  also  be  obtained  from  the  City’s  Board  of  Ethics,  740  N.  Sedgwick 
St.,  Suite  500,  Chicago,  IL  60610,  (312)  744-9660.  The  Disclosing  Party  must  comply  fully  with  the 
applicable  ordinances. 


Page  11  of  1 3 


D.  If  the  City  determines  that  any  information  provided  in  this  EDS  is  false,  incomplete  or  inaccurate,  any 
contract  or  other  agreement  in  connection  with  which  it  is  submitted  may  be  rescinded  or  be  void  or  voidable, 
and  the  City  may  pursue  any  remedies  under  the  contract  or  agreement  (if  not  rescinded,  void  or  voidable),  at 
law,  or  in  equity,  including  terminating  the  Disclosing  Party's  participation  in  the  Matter  and/or  declining  to 
allow  the  Disclosing  Party  to  participate  in  other  transactions  with  the  City.  Remedies  at  law  for  a  false 
statement  of  material  fact  may  include  incarceration  and  an  award  to  the  City  of  treble  damages. 

E.  It  is  the  City's  policy  to  make  this  document  available  to  the  public  on  its  Internet  site  and/or  upon 
request.  Some  or  all  of  the  information  provided  on  this  EDS  and  any  attachments  to  this  EDS  may  be  made 
available  to  the  public  on  the  Internet,  in  response  to  a  Freedom  of  Information  Act  request,  or  otherwise.  By 
completing  and  signing  this  EDS,  the  Disclosing  Party  waives  and  releases  any  possible  rights  or  claims  which 
it  may  have  against  the  City  in  connection  with  the  public  release  of  information  contained  in  this  EDS  and 
also  authorizes  the  City  to  verify  the  accuracy  of  any  information  submitted  in  this  EDS. 

F.  The  information  provided  in  this  EDS  must  be  kept  current.  In  the  event  of  changes,  the  Disclosing  Party 
must  supplement  this  EDS  up  to  the  time  the  City  takes  action  on  the  Matter.  If  the  Matter  is  a  contract  being 
handled  by  the  City’s  Department  of  Procurement  Services,  the  Disclosing  Party  must  update  this  EDS  as  the 
contract  requires. 

The  Disclosing  Party  represents  and  warrants  that: 

G.  The  Disclosing  Party  has  not  withheld  or  reserved  any  disclosures  as  to  economic  interests  in  the 
Disclosing  Party,  or  as  to  the  Matter,  or  any  information,  data  or  plan  as  to  the  intended  use  or  purpose  for 
which  the  Applicant  seeks  City  Council  or  other  City  agency  action. 

For  purposes  of  the  certifications  in  H.  1.  and  H.2.  below,  the  term  "affiliate"  means  any  person  or  entity  that, 
directly  or  indirectly:  controls  the  Disclosing  Party,  is  controlled  by  the  Disclosing  Party,  or  is,  with  the 
Disclosing  Party,  under  common  control  of  another  person  or  entity.  Indicia  of  control  include,  without 
limitation:  interlocking  management  or  ownership;  identity  of  interests  among  family  members;  shared 
facilities  and  equipment;  common  use  of  employees;  or  organization  of  a  business  entity  following  the 
ineligibility  of  a  business  entity  to  do  business  with  the  federal  government  or  a  state  or  local  government, 
including  the  City,  using  substantially  the  same  management,  ownership,  or  principals  as  the  ineligible  entity. 

H.  1 .  The  Disclosing  Party  is  not  delinquent  in  the  payment  of  any  tax  administered  by  the  Illinois  Department 
of  Revenue,  nor  are  the  Disclosing  Party  or  its  affiliates  delinquent  in  paying  any  fine,  fee,  tax  or  other  charge 
owed  to  the  City.  This  includes,  but  is  not  limited  to,  all  water  charges,  sewer  charges,  license  fees,  parking 
tickets,  property  taxes  or  sales  taxes. 

H.2  If  the  Disclosing  Party  is  the  Applicant,  the  Disclosing  Party  and  its  affiliates  will  not  use,  nor  permit 
their  subcontractors  to  use,  any  facility  on  the  U.S.  EPA's  List  of  Violating  Facilities  in  connection  with  the 
Matter  for  the  duration  of  time  that  such  facility  remains  on  the  list. 
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H.3  If  the  Disclosing  Party  is  the  Applicant,  the  Disclosing  Party  will  obtain  from  any 
contractors/subcontractors  hired  or  to  be  hired  in  connection  with  the  Matter  certifications  equal  in  form  and 
substance  to  those  in  H.l.  and  H.2.  above  and  will  not,  without  the  prior  written  consent  of  the  City,  use  any 
such  contractor/subcontractor  that  does  not  provide  such  certifications  or  that  the  Disclosing  Party  has  reason 
to  believe  has  not  provided  or  cannot  provide  truthful  certifications. 

NOTE:  If  the  Disclosing  Party  cannot  certify  as  to  any  of  the  items  in  H.  1 H.2.  or  H.3.  above,  an  explanatory 
statement  must  be  attached  to  this  EDS. 


CERTIFICATION 


Under  penalty  of  perjury,  the  person  signing  below:  (1)  warrants  that  he/she  is  authorized  to  execute  this  EDS  on 
behalf  of  the  Disclosing  Party,  and  (2)  warrants  that  all  certifications  and  statements  contained  in  this  EDS  are  true, 
accurate  and  complete  as  of  the  date  furnished  to  the  City. 


TEGSCO,  LLC 


£jate.  March  30,  2  00  9 


(Print  or  type  name  of  Disclosing  Party) 


(sign  here) 


John  Wicker 


(Print  or  type  name  of  person  signing) 


CEO  and  President 


(Print  or  type  title  of  person  signing) 


CQoAtCACi;..  Countv.  o\  ,  (state! 
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